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2.0 - Abbreviations and Glossary
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2.1 - Abbreviations

2.2 - Glossary

EADP - Elderly and disabled people
IKC - Inclusive kettle concept
NFC – Near Field Communication
NHS – National Health Service
UK - United Kingdom
USA - United States of America
USP - Unique selling point or Unique selling proposition

Arthritis - An informal way of referring to joint pain or joint disease (Arthritis Foundation, n.d.),
Impairment – Reduced function or ability
Accessible – able to be easily used
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2. 0 Executive summary
Content
This report assesses the market and business opportunity for an inclusively
designed kettle aimed at elderly and disabled people (EADP) in the United
Kingdom. The report includes a study of inclusive design, an investigation into
target markets, an analysis of the kettle market, a proposal for an inclusively
designed kettle concept (IKC), and an explanation of key business aspects that
could make an inclusive design business operate successfully.
Findings
Discussions with elderly and disabled people highlighted issues with the design
of kettles. Respondents consistently highlighted filling kettles and pouring water
as key actions that caused pain. It became clear that elderly and disabled people
have long been excluded by businesses; incorrectly being viewed as niche groups
that are not worth targeting.
EADP constitute a large and growing portion of the UK population, with
considerable spending power and willingness to invest in products that meet their
needs. Despite high demand for a kettle that is safe for them to operate, there is
little competition in this market. Mainstream kettles are unusable for many EADP,
while kettles designed for EADP are inadequate and stigmatising. An inclusively
design kettle could be extremely valuable to users and highly profitable for a
business.
The IKC proposes a design with an innovative mechanism that allows users to
use a kettle without lifting significant weight. This was met with overwhelming
positivity, with respondents stating they would pay more because of the qualityof-life improvements it brings.
Conclusion
The report concludes that the market for an inclusively designed kettle for EADP
is strong. By designing a kettle for their specific needs, a better kettle is created
for everyone. Marketing it as a product for all consumers removes the stigma
associated with designs for EADP, whilst widening the target market to generate
more sales.
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4.0 Introduction
The kettle is an integral part of most British households, but for many EADP, it is
unusable. Vision, dexterity, and strength impairments can prevent EADP from
using mainstream kettles safely, and solutions that have tried to meet their needs
have been unsuccessful. With mainstream kettles being unsafe and specialist
kettles being stigmatising, inclusive design offers a solution that improves the
kettle experience for all users, while presenting an enticing opportunity for
businesses.
Inclusive design is a fascinating subject, as it allows designers to make a positive
impact on the lives of others. Observing an individual struggle to operate a kitchen
appliance led to intrigue in the design and entrepreneurial
opportunity to solve such problems. A kettle, for its functionality and its nuanced
facilitation of social interaction, stood out as a product that was impactful beyond
its core function. A kettle plays a role in comforting activities like making hot
water bottles, and for traditional routines like welcoming guests into a home
with a cup of tea. The fact that many EADP are currently excluded from these
pleasures stood out as an issue that needed to be solved.
This report assesses the market for an inclusively designed kettles aimed at EADP
in the UK, analysing different demographics to identify the current and future
opportunity for such products. The report proposes an IKC that has considered
the needs of EADP and the failings of existing products, aiming to create a safer
and easier to use product. Key aspects of a business concept are also proposed,
showcasing decisions that could allow the business to stand out from competitors
and succeed.
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5.0 Methodology

5.2 - Approach
The methods used to answer these questions were:
Interviews
Qualitative

5.1 - Research questions
To accurately analyse the market and business opportunity surrounding
inclusively designed kettles aimed at EADP, several questions need to be
answered. These questions include:

•

What is inclusive design and why is it necessary?

•

Who would an inclusively designed kettle benefit?

•

Are there any products on the market that fulfil the kettle needs of EADP?

•

What design features would make the product useful?

•

How could the business operate successfully?

Interviews allowed direct and unbiased questions to be answered by 14 carefully
selected interviewees. EADP were interviewed to gain insights into their unique
experiences, opinions of existing products, and needs in a new product. Matt May,
head of inclusive design at Adobe, was interviewed for his considerable knowledge of inclusive design and his unique perspective as an employee of a global
design company, while Ross Baynham and Pete Sunderland, founders of Instrmnt,
were interviewed as they have experience in successfully growing a product design business in the UK.
Questionnaires
Quantitative
Unbiased questionnaires were used to quickly gather the opinions of many people. Initial struggles at finding EADP to complete the survey were overcome by
asking respondents to forward the survey to more people, resulting in 33 responses, with 27 responses coming from people over 50. By getting responses from
around the UK, the data received is considered reliable and representative of a UK
market.
Empathy tools and error analysis
Qualitative
Tools such as weighted gloves and blindfolds were used to replicate impairments
to understand the perspective of users with different abilities. This highlighted
the ways kettles can cause difficulty for different users, with these insights informing design decisions for the IKC. Ideally, this method would have been used
on physical prototypes of the IKC to determine the functionality of the product,
but COVID-19 prevented the manufacture of physical prototypes and in-person
testing.
Ethics
Given the potential vulnerability of some respondents, extreme care was taken
throughout the research process to ensure all participants were fully aware of
what they were doing and how their feedback would be used.
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6.0 - Inclusive design
6.1 - What is inclusive design?
The British Standards Institute (2005) defines inclusive design as “The design of
mainstream products and/or services that are accessible to, and usable by, as
many people as reasonably possible...without the need for special adaptation”.
The notion of making design more inclusive is becoming increasingly popular
with academics and designers, with some saying it is the next big movement
in the design world. Howle (2015) argues that inclusive design is the future, and
that research suggests this future has already begun to arrive in many areas.
Frayling (2003) notes the importance of inclusive design, stating, “The challenge
of designing inclusively for the whole population is not just a matter of social
urgency - it has become one of the defining business priorities of the age”.

Figure 1.1: Pyraid showing diversity of ability, Microsoft (2003)

Inclusive designs are not expected to work for everyone, figures 1.1 and 1.2 show
a breakdown of how inclusive design targets the majority of the population.
Inclusive design is linked to the social model of disability, which argues that a
person is not disabled by their impairment, but by their environment not
accommodating the impairment (Scope, n.d.). Clarkson and Coleman (2013,
p.1) describe this as having “disability thrust upon them by inadequate design”.
As a result, it is up to us, as humans and as designers, to create products
accommodate more people.

Figure 1.2: Pyramid showing focus of inclusive design, University of Cambridge (n.d.)
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6.2 - Why is inclusive design important?
There is a diverse range in ability from person to person, but “the majority of
products or services we use day to day have been developed with typical, nondisabled users in mind” (Waite, 2018). As most mainstream products only consider
able-bodied people during the design process, people who have not been
considered could injure themselves or be completely incapable of operating a
product. This can impede people doing important tasks, limit independence, and
force people into using humiliating and stigmatising specialist product.

“It reminds me I have
a disability and that
I’m using specialist
equipment for a
disability, and I don’t
like that”
(Law, 2021)

Stigma is a particularly important issue that inclusive designs aim to address.
A disabled respondent highlighted the issue of stigmatising designs, saying “it
reminds me I have a disability and that I’m using specialist equipment for a
disability, and I don’t like that” (Law, 2021). Similarly, an interviewee with arthritis
said they felt excluded by mainstream design and that businesses “should take
into account people with other disabilities” (Cam, 2020). Van der Linden and
Brendler (2012) explain that inclusive design is not only about making useable
products, but about addressing the stigma of relying on specialist equipment.
By considering the needs of all people throughout the design process, inclusive
design allows people of various abilities to have an equal experience with a
product, without fear of injury or stigma.
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6.3 - Inclusive design case study - OXO Good Grips
OXO Good Grips are one of the most notable cases of inclusively designed
products becoming popular with mainstream consumers. The products have been
so impactful that they are regarded as “one of the most important moments in
the history of industrial design” (Wilson, 2018). Sam Farmer founded OXO after his
wife with arthritis could not find a usable vegetable peeler (Liston, 2017). Farmer
created a range of kitchen tools that featured wide, oval shaped, rubber handles
with the now-iconic fins on the side. The design made it easy to hold for people of
all abilities, utilising inclusive design to grant people more independence in their
home.
The reason for the commercial success was because the products were not
designed exclusively for those with arthritis; They were designed for everybody,
with thoughtful details to make them useable for disabled people too (Baer, 2016).
Consumers were willing to pay more for the improved functionality and value in
the products (Cavan and Vogal, 2001), paying $6 for the OXO peeler compared
to $2 for competing products (Fox, 2013). This investment into inclusive design
succeeded, with the business being profitable and increasing revenue every year
since inception (Salter, 2005), eventually being acquired for $275 million in 2004
(Spitz, 2004).

6.4 - Inclusive design for businesses
There is a misconception that inclusive design is not financially beneficial as it
caters to small, insignificant markets. Many academics argue the opposite,
Clarkson and Coleman (2013, p.2) state, “The business case for Inclusive Design
challenges the myth that it is targeted at a minority of little economic significance,
rather it serves older and less able people who effectively constitute a majority
with considerable spending power”. Papanek (2005) shares similar thoughts,
explaining that when you merge the seemingly small minorities of EADP, you find
that they become the majority. Considering the size of the market, a business
focused on inclusive design for EADP could be tremendously profitable.
Research has consistently shown that inclusive products can reach a wider
market, increase customer satisfaction, and reduce customer returns or
complaints (Research Institute for Disabled Customers, 2019). Mainstream brands
that focused on disability reportedly experienced improved customer loyalty,
increased brand awareness, and enhanced credibility (Think Designable, 2018).
With so many benefits to inclusive design, there is no reason for a business to limit
its growth by excluding EADP.

Figure 2: OXO Good Grip swivel peeler (MoMA, n.d.)
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7.0 - Target market
There are three target markets for an inclusively designed kettle: elderly
people, disabled people, and mainstream consumers. Each market has different
requirements and presents specific advantages to a business.

7.1 - The elderly
The UK population is getting older. The median age of the UK population has
been increasing since 1975, a trend expected to continue beyond 2050 (Plecher,
2020). Roughly 18% of the UK population is currently over 65 (Office for National
Statistics, 20191), the age the UK defines as elderly (NHS, n.d.1). By 2068 there is
expected to be over 20 million elderly people, making up over a quarter of the UK
population (Office for National Statistics, 20191). The size and expansion of this
demographic makes it an appealing target market.
Figure 4: Percentage of UK population over 65, Office for National Statistics (2019)

Most businesses focus on designing for young people, leaving a gap in the market
for well-designed products that target elderly customers. Chamberlain et al (2015)
argue that there is a “very strong business case for designing with older people in
mind”, while Clarkson et al. (2003, p.31) argue “the sheer numbers and proportions
of older people, together with their spending power, provide a strong business
case for designers and manufacturers to cater to old consumers”. Targeting this
sizable demographic could quickly gain customers as there are few competitors

Figure 3: Median age of UK population, Plecher (2020)

17

18

The elderly market is an extremely affluent market, with research consistently
finding that elderly people have the most disposable income in the UK. Clark
(2020) found that people over 85 have more disposable income on average than
any other age group in the UK, with the 65-74 year old bracket coming second.
Scottish Friendly (2017) had similar findings, stating that people over 65 have
£1,807 of disposable income per month on average. This wealthy demographic
would be able to invest more into a high-quality product that meets their needs.

Figure 5: Average disposable income in UK by age group, Clark (2020)

It is necessary to consider elderly people’s needs during the design process as
they tend to have low strength, endurance, and flexibility in their muscles (Mayo
Clinic, 2020), poor vision, especially in low light (Shock, 2020), and minimal
dexterity (Carment et al, 2018). These impairments can make interactions with
kettles difficult, dangerous, or impossible, and a kettle that negates these issues
could prove popular with elderly consumers.
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“The sheer numbers
and proportions of
older poeple...provide
a strong business
case...to cater to old
consumers”

(Chamberlain et al., 2015)
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7.2 - The disabled
Over 1 billion people worldwide currently have a disability (World Health
Organisation, 2020). Over 11 million are UK residents, with the majority of
impairments impacting mobility, lifting and carrying (GOV.UK, 2014); the same
functions that effect how people interact with kettles. Considering friends, family,
and carers of disabled people, disability touches around 53% of people on earth
(Think Designable, 2018).
Services for independent living (2020) estimate that the spending power of UK
households with at least one disabled person is worth £279 billion per year, rising
by 14% per year on average. Despite the large market, less than 10% of businesses
have a targeted plan to access the disability market (Services for independent
living, 2020). This lack of focus on disability is costing businesses money; 75%
of UK respondents think businesses are losing income because their products
or services are not inclusive enough (The Big Hack, 2019). Given the lack of
competition, a business could gain a foothold in the disabled market by actively
targeting disabled people and producing a valuable product.
.

Figure 7: Opinions on businesses targeting disabled people, The
Big Hack, (2019)

Arthritis, which effects 10 million people in the UK (NHS, n.d.2), is a disability that
causes particular problems with kettles. Demand for a kettle that works for people
with arthritis is high and so far unmet, one interviewee explains, “I was looking for
something that was going to be safe. I just wasn’t finding anything” (Fitzpatrick
and Smith, 2021). Another respondent described a kettle as “an essential utensil
but one that causes us so many problems” (McGregor, 20211). These comments
highlighted a strong desire for a safe, simple to operate, and aesthetically pleasing
kettle that caters to the needs of disabled people.

Figure 6: Value of disabled household spending power over time, Services
for independent living (2020)
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7.3 - The mainstream market
Designing products for EADP is widely believed to result in a better product for
everyone, regardless of ability. Schrott (2009) argues that designs for disabled
people benefit abled and disabled consumers by creating safer and more flexible
products. It is also argued that products designed for disabled people will benefit
users without disabilities because of the quicker learning time and reduced
fatigue when using the product (Vanderheiden and Vanderheiden, 1992). The
design features that make a kettle practical for EADP should result in a more
intuitive and enjoyable kettle for everybody.
A product designed for all abilities will be particularly useful to people when they
become disabled, whether that disability is permanent, temporary, or situational.
Figure 8 illustrates the variety of situations where a user can find themselves
disabled to some degree. Vanderheiden and Vanderheiden (1992) argue that
only products designed for disabled users will be useful when a user inevitably
becomes temporarily disabled. In these scenarios, inclusively designed kettles can
accommodate a change in ability, whereas mainstream kettles cannot.

7.4 - The opportunity
EADP make up a large and increasing portion of the UK population, yet their
specific needs in many products are not being considered. As the population of
EADP grows, the market for products that target their needs has become a hugely
profitable opportunity (Wolff, 2014). The business to fully meet the needs of EADP
could acquire many wealthy and loyal customers in a market with few competitors. A business that makes inclusive products for everyone, without targeting
EADP exclusively, could arguably have a larger and more profitable target audience than any competing kettle manufacturer.

Figure 8: Diagram of permanent, temporary, and situational abilities (Microsoft, 2016)
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8.0 - Kettle market analysis
8.1 - The electric kettle market
The electric kettle market is a large and growing industry. Grand View Research
(2019) found that the global electric kettle market was worth $16.67 billion in
2020, with forecasts predicting the market will grow to $21.03 billion in 2025. The
UK is a particularly strong market for kettles, with 95% of UK households owning
a kettle in 2017 (Van Gelder, 2020) and over 90% of respondents listing kettles as
one of their most used appliances, see appendix 22. As so many households own
and use kettles, this is an ideal place for a business to launch a reinvention of the
kettle.

Figure 9: Most used appliances, see appendix 22

8.2 - Analysis of mainstream kettles
Despite the plethora of kettles on the market, they all present problems to EADP.
While mainstream kettle designs vary aesthetically, they all assume the user has
the strength and dexterity to lift and pour. Figure 10 highlights common problems
EADP face with kettles. Error analysis showed that mainstream kettles are not
suitable for many EADP as they are difficult and unsafe to use, see appendix 18.
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Figure 10: Mind map highlighting problems faced by EADP
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Figure 11: Error analysis of Russell Hobbs kettle
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Figure 12: Error analysis of Tesco kettle
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8.3 - Analysis of kettles for elderly or disabled people
Kettle solutions for EADP come in two forms; attachments to add functionality
to mainstream kettles and kettles designed exclusively for EADP. Both have
significant drawbacks.

8.3.1 - Attachments
Adding attachments to existing products generally results in an inconsistent and
unrefined appearance. One interviewee stated, “So many of the adapted utensils
we have, while very helpful, do look rather awkward and ugly” (McGregor, 20211).
The kettle tipper, which aids users pouring a kettle, is no different; presenting an
outdated, stigmatising design with limited functionality, see appendix 17.

Figure 13: Error analysis of kettle tipper, image from NRS Healthcare (n.d.)

29

30

8.3.2 - Products
Products designed exclusively for EADP tend to be bulky and unattractive
(Fitzpatrick and McGregor, 2021). The Ucello kettle is widely regarded as the best
kettle designed for EADP (Grant, 2019), but observing elderly people testing it
highlighted key flaws in its design, see appendix 19.

“I’ve never seen
anything so ugly in
my life...There’s no
way I’d want that
in my kitchen”
(Fitzpatrick and Fitzpatrick,
2021)
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Figure 14: Error analysis of Ucello kettle, image from Medicart (n.d.)
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8.3.3 - Buying methods
As products made exclusively for EADP are often seen as specialist products,
they can often only be bought through specialist websites. These are normally
unintuitive websites that make the buying experience extremely laborious, see
appendix 21.

Figure 15: Analysis of website selling products for EADP
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8.4 - Analysis of hot water dispensers
Hot water dispensers are a niche alternative to kettles. They electronically
dispense water into a mug, removing the need for a user to manually tip and
pour a kettle. This is the only notable benefit however, while there are numerous
disadvantages, see appendix 16.
With over 10 million disabled internet users and over 65’s becoming the fastest
growing age group of internet users (Office for National Statistics, 20192), it is
vital that websites are accessible to EADP. Research shows that when disabled
customers struggle to use a website, most will abandon the purchase or find
a more accessible website to use (The Big Hack, 2019). Another report found
that over 80% of disabled customers will spend their money on websites with
the fewest accessibility barriers, not necessarily where products were cheapest
(Williams and Brownlow, 2020). Studies showed that inaccessible websites
have pushed away 4.3 million disabled customers in the UK (Purple, n.d), losing
over £11.75 billion in sales (Services for independent living, 2020). It is crucial
that a business’ website is inclusive and intuitive to convert visitors into paying
consumers.

Figure 16: Reactions to inaccessible websites, redrawn from The Big Hack (2019)
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Figure 17: Error analysis of hot water dispenser, image from Nedis (n.d.)
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8.5 - Market analysis summary
Products made exclusively for EADP can be extremely stigmatising, often being
immediately rejected by the target market as a result (Clarkson et al., 2003,
p.17). An elderly respondent reiterated this, saying “The concept of designs for
the elderly for instance is somewhat patronising” (Harrison, 2021). Marketing a
product as exclusively for EADP will exclude young and able-bodied people and
repel a significant portion of EADP. An inclusive product should educate EADP on
how it meets their needs, but marketing towards the mainstream public should
highlight that it is for everyone.

Most products designed for EADP are flawed, either by cheap materials, poor
usability, dull design, or stigmatising consequences. Wolff (2014) highlights this
problem through two key questions; “Why aren’t there more ideas, innovations
and designs that make life far more comfortable without looking embarrassing?”
and “Why are older and differently abled people denied glamorous, amusing,
extraordinary, sexy and fashionable things?”. Inclusive products made with
quality materials and exciting features would portray differences from traditional
kettles as unique and aspirational features, rather than humiliating workarounds.
Products EADP can use and products that are attractive to mainstream
consumers are not mutually exclusive. An inclusive kettle could benefit EADP
through improved functionality without stigmatisation, while mainstream
consumers would benefit through a safer and more intuitive experience.

“Why aren’t there more
ideas, innovations and
designs that make life
far more comfortable
without looking
embarrassing?”
Wolff (2014)

37

38

9.0 - The business

9.1 - The concept of the business
The business will be a design studio that creates inclusively designed products
that are useable, enjoyable, and desirable to as many people as possible. It is
a purpose-driven brand, with the goal of bringing attractive and accessible
products into the homes of the masses. Research and development, marketing,
and customer support would all be in-house, while manufacturing would be
outsourced to be financially viable. The business’s USP- will be its focus on
inclusion, with detailed thought, research, and design resulting in high-quality
products that do not exclude users. By making a product that everyone wants to
use, those that have to use it will not feel stigmatised.

9.2 - Core values
The values of a brand are the driving force behind its existence and its products.
The core values of the business will be:
Inclusivity
It is vital that all aspects of the business, from the products to the retail channels,
are inclusive and accessible to as many people as possible. Inclusivity is often
only used as a buzzword and marketing tool by companies (May, 2020), and it is
important that this is not the case here.
Transparency and cooperation
The business will be open and honest with the customers. This will include
updates on the development of products, pricing explanations, and why design
decisions were made. It will also actively seek consumer feedback to improve
future products and there will be clear channels for future product requests.
Durability
Durability is important for both the user and the environment. The brand will use
durable materials to extend the product’s lifespan, maximising the user’s value for
money and trust in the brand and minimising how often products are discarded.
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9.3 - The kettle
Research highlighted two key problems EADP faced using a kettle, filling it and pouring water into another object. This IKC aims to solve these issues and improve the
overall kettle experience through thoughtful design choices with users of all abilities
in mind. The 1.7 litre IKC allows users to fill the kettle and their mug without bearing
any heavy weight, giving users a safe, tactile, and
intuitive experience. The IKC was designed with EADP in mind, but this resulted in an
improved kettle experience for all consumers.

Figure 18: IKC

Figure 19: exploded view of IKC
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Figure 20: IKC in different colours
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9.3.1 - Overall design
The design stands out from existing kettles on the market. Pullin (2009, p.64)
explains the importance of bold aesthetics in inclusive design, saying “Mediocrity
must be avoided. In design for special-needs, mediocrity can result in people
being further stigmatised by the very products that are intended to remove
barriers for them”. 42.6% of respondents said the aesthetic of their kettle was one
of their top priorities, see appendix 22, and the attention to detail in this design
reflects an acknowledgement of the consumers priorities.
The product is intuitive for people of all abilities. The neutral base colour and bold
accent colours make the key interaction points immediately visible, while the
shape and grooves of the kettle body naturally guide the user’s hand to the
filling mechanism at the top of the kettle, features that particularly benefit visually
impaired users. The bottom-heavy shape and quality materials convey safety and
trustworthiness, encouraging people to use the IKC with confidence.

Figure 22.1: IKC top view

As the kettle is fully sealed when boiling water, it boils faster and keeps water hot
for longer than a kettle with a spout, this is because less evaporation can occur in
a sealed container (López-Alt, 2010). The sealed container also makes the kettle
quieter, a particular benefit to hearing-impaired users as kettles can disrupt
hearing aids and prevent conversation (Fitzpatrick and Watthews, 2021).

Figure 22.2: IKC side view

Figure 21: IKC filling a mug

Figure 22.3: IKC front view
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9.3.2 - Filling mechanism
Many EADP are unable to pour kettles because they lack strength and precision. A
partially blind respondent highlighted the added danger of EADP pouring boiling
water, stating she had twice burnt herself (Fitzpatrick and Smith, 2021). This
mechanism removes any pouring, instead pumping water through the base of a
mug. As a result, water is never exposed to touch and no lifting is required, making
it safe and useable for all. This may confuse some users as it is drastically different
to current methods of using kettles, but if the business can clearly educate people
on how it is safer and easier than existing kettles, people will adopt the new
method.

Figure 24: Closeup of filling mechanism

Figure 25: Closeup of mug connected to filling mechanism

Figure 23: How the filling mechanism works
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9.3.3 - Funnel
EADP highlighted filling a kettle as a key problem, with even small quantities
of water being too heavy to hold. The solution to this was a silicone funnel
connected to the kettle by a metre-long tube, allowing users to fill the kettle
without bearing any weight. When funnel is not taken out, the tube is neatly
retracted into the body of the kettle.

Figure 28: Funnel filling kettle from tap

Figure 26: IKC with lid removed

Figure 29: IKC in kitchen scene

Figure 27: Funnel removed from kettle
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9.3.4 - Handles
Following comments from interviewees, pop-out handles were added to give the
user flexibility depending on their ability and environment. This will allow users
to carry the kettle anywhere, whereas the funnel restricts the kettle placement
to within a metre of a tap. This feature will likely benefit the mainstream market
most, as they have less need for the funnel.

Figure 32: IKC with handles out

Figure 30: IKC with handles out

Figure 33: IKC being ‘lifted’ by handles

Figure 31: Closeup of handle
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9.3.5 - Lights
Lights clearly highlight important parts of the kettle, guiding users to the top of
the kettle or the centre of the base. This is particularly useful to visually impaired
users or for operating in low-light environments. The lights on the top display
the amount of water in the kettle. When the kettle is activated, they switch to a
countdown until the water will be boiled.

Figure 35: Close up of countdown timer

Figure 34: IKC in dark kitchen

Figure 36: Base lights
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9.3.6 - Cable

9.3.7 - Base

An extra-long cable retracts into the base to keep the exposed cord to a minimum,
benefitting safety and aesthetics. This gives users flexibility in where to place the
kettle as the long length can keep the kettle connected to far-away sockets, while
the retracting mechanism keeps excess cable hidden.

The grippy rubber base ensures the kettle does not slide around when knocked
accidentally, letting the user physically interact with the IKC without fear of
moving knocking it over. The part that connects the base to the kettle lights up,
helping users find the base in dark situations. This part is angled to allow users
with poor precision to easily slide the kettle into position.

Figure 37: Rolled up cable

Figure 39: Closeup of base

9.3.8 - Physical interaction
The physical interaction is a key experience of the kettle. Insulation ensures the
exterior is never hot, so users can feel around the kettle without harm. Parts that
get disconnected and reconnected use magnets to guide them into the place, requiring minimal precision. Once connected, the parts fully click into place, providing audio and tactile confirmation that the parts are assembled correctly.
Figure 38: Cable plugged in at short distance with no excess
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9.4 - Accessories
The bottom-filling mechanism of the kettle requires a matching object to be filled.
Two mugs were created, one with a handle and one without, to suit the varying
needs of the users. Comments from EADP highlighted that they would use the
kettle with more than just mugs. In response to this, accessories like hot water
bottles and teapots with the bottom-filling mechanism will be sold, potentially
offering a strong source of income. An NFC chip in each accessory lets the kettle
detect how much water to dispense, ensuring every accessory is perfectly filled.

Figure 41.1: Standard mug

Figure 41.2: easy-grip mug

Figure 42: Mug on IKC

Figure 40: How IKC detects accessories
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9.6 - Retail experience

9.5 - Packaging

The retail experience is important for any business, it introduces people to the
brand and can be the difference between gaining a loyal customer and losing
sales entirely. 84.8% of respondents say a poor retail experience would stop them
from buying a product, see appendix 22. The retail experience is even more crucial
when dealing with EADP, as inaccessible retail options could lose many sales.

The packaging will be the first thing buyers interact with, making it a crucial
experience to introduce them to the brand. Ross Baynham of Instrmnt argues
that packaging differentiates a brand from its competitors and encourages the
customer to build a connection with the product (Fitzpatrick, Baynham and
Sutherland, 2020). Inspired by Microsoft’s adaptive controller packaging that
gained widespread acclaim for its approach to inclusive packaging (Sookne,
2019), the packaging will use intuitive handles to allow users of various abilities to
open the packaging independently.

Figure 44: “Would a poor retail experience stop you buying a product?”, see appendix 22

9.6.1 - Online retail

Figure 43: Microsoft adaptive controller packaging (Marshall and Weiser, 2018)
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To avoid the website issues highlighted in 7.3.3, a modern and user-friendly
website was designed to sell products in a business-to-consumer model. The
website will be the main selling method, as selling direct yields higher margins and
gives the business more creative control (Fitzpatrick, Baynham and Sunderland).
This online focus caters to consumer’s evolving needs, as 44% of respondents
65+ said they now buy things online that they had always bought in store before
COVID-19 (Alvarez and Marsal, 2020).
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Figure 46: Analysis of concept website

This simple and intuitive website design makes it easy for customers of various
abilities and digital literacy to learn about the products and make a purchase. By
making it quick and easy for customers to purchase products, the company will
benefit financially.

Figure 45: Concept website
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9.6.2 - Physical retail
It is important to provide customers ways of purchasing products without needing
to go online. Although 87.1% of respondents said they would buy a kitchen
appliance online, see appendix 22, this data is skewed as it was only answered
by those who are technologically advanced enough to answer an online survey.
A significant proportion of the target market would be unable or unwilling to
purchase a product from a website, and 18.2% of respondents say that not
being able to touch a product would reduce the likelihood of them buying it, see
appendix 22.
Investing in a physical store would be an unnecessary risk, particularly during the
COVID-19 pandemic that has made the future of physical retail uncertain (Briedis,
2020). The solution would be to display the products in high-end stores that sell
kitchenware, such as Lakeland, John Lewis, and Harrods. Having products in these
targeted stores will allow customers to test and purchase products, while also
increasing brand awareness among high-end consumers.
Once the business expands into more product categories and offers enough
products to justify the expense, demonstration stores, inspired by Dyson, could
be opened to showcase the design and functionality of the products. This would
allow customers to check they can use a product before buying it, something
a disabled respondent said they would value highly (Fitzpatrick and McGregor,
2021). The stores would also highlight the values of the brand to emotionally
connect customers with the business, building long-term, profitable relationships
with consumers.

9.7 - Pricing
The IKC will be sold at a higher cost than most mainstream kettles due to the
more expensive materials and higher number of components in the product.
This is likely to be around £60, similar to the Ucello kettle and cheaper than many
hot water dispensers. This price is justified given the value the IKC provides the
consumer, see appendix 20. Consumers are willing to pay for this added value,
McGregor (20212) explains “It is possible to justify spending more on the kettle
because it would make life much easier”.
The business will use a loss leader strategy to keep the IKC financially accessible
to the masses. This is not initially profitable, but can quickly attract customers
to a brand entering a new market (Banton, 2020). A successful example of a loss
leader is games consoles, where manufacturers sell them for no profit to tempt
customers into buying the product. This is profitable long-term, as consumers buy
additional items such as games and controllers (Riley, 2013). Loss leader strategies
do run the risk of lowering brand perception and implying a low-quality product
(Indeed, 2020), but this is not a concern due to the premium materials and build
quality of the IKC. This strategy should suit the business as additional accessories
need to be purchased to get the most functionality from the IKC, and these
accessories can have greater profit margins to subsidise the kettle cost.

Figure 47: Dyson demonstration store (Wilkinson Eyre, n.d.)

9.8 - Future expansion
The business has huge potential for expansion. The core value of making products
useable to as many as possible will persist, and this can be applied to
a near-endless number of products. There is also the option of expanding into
new markets such as the USA, where there are currently over 50 million elderly
people and where analysts predict there will be 100 million by 2060 (Population
Reference Bureau, 2019). This will require further research however, as the USA
has a different culture surrounding kettle usage.
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10.0 - CONCLUSION
The research concludes that the market for inclusively designed kettles aimed at
EADP in the UK is extremely strong. Both demographics are large and growing,
with elderly people holding considerable disposable income and the spending
power of disabled households continuing to rise. As a result, a high-quality kettle
that meets their needs could command a high price. There is currently a gap
in the market for such a product, and should the business fulfil people’s needs
adequately, it could gain numerous affluent and loyal customers.
The decision to make an inclusive kettle for all, rather than just EADP, ensures
it does not become stigmatised and therefore unattractive to EADP, while also
expanding the target market to include young and able-bodied consumers.
Focusing on all but the most severe and specialist disabilities, coupled with the
large-scale usage of kettles in UK households, means that most UK residents are
potential customers.
The IKC provides a comfortable and flexible solution to the core issues that EADP
face, and offers mainstream consumers an innovative reimagination of the kettle
experience. If the value of the product can be accurately presented to the target
audience through marketing and retail channels, the product could be extremely
successful.
The brand’s values will set the business apart from competitors, making it clear
that people are the focus of the business, not profits. This ensures that even if
mainstream kettle manufacturers adopt the design principles of the IKC, the
businesses comprehensive inclusivity and transparency in all aspects of the
business will maintain a USP.
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Initial outcome validation
To validate the outcome, the expertise of industry professionals was utilised.
McGregor (20212), a volunteer at Versus Arthritis, admired the aesthetic of the
product and described the filling mechanism as “ingenious”, see appendix 11.
An NHS professional highlighted the potential benefits beyond the targeted
disabilities, saying the lights, countdown timer, and automatic filling system could
benefit people with dementia or learning disabilities as they can often overpour
water or forget they boiled the kettle (Khan, 2021). Khan (2021) did highlight the
complexity of the design as a potential issue, to avoid this being problematic, clear
operation instructions and explanations will be provided through the marketing
and packaging.
The business idea was validated by a business graduate with expertise in
marketing. They were “very impressed with [the] business plan” (Falcus, 2021),
but they highlighted a need for more specific marketing than just putting the
website online, explaining a range of potential direct-marketing possibilities. This
is something to research further, with possibilities unique to a problem-solving
product like the IKC, such as partnering with disability charities.

Critical reflection
The excitement from EADP at the thought of a kettle that will meet their needs
serves as inspiration to continue developing the product. The appeal of
entrepreneurship has grown throughout the module, and the idea of launching
a business has become extremely exciting. Knowledge of the market and the
potential of the product serve as inspiration to continue this investigation, and
research into the next steps for the business has begun.

66

11.0 - Acknowledgements

Thank you to Yujia for leading the module in difficult circumstances.

Thank you to my friends and family for their constant support throughout this project.

Thank you to all respondents who took the time to participate in this report.

67

68

12.0 - Reference list

Fitzpatrick, N. and May, M. (2021). An interview with Matt May.
Fitzpatrick, N. and Falcus, C. (2021). An interview with Cameron Falcus.

Alvarez and Marsal. (2020). The shape of retail: Consumers and the new normal. [online] Available at: https://www.alvarezandmarsal.com/sites/default/files/uk_appendix_.pdf [Accessed 12 Dec. 2020].

Fox, M. (2013). Sam Farber, Creator of Oxo Utensils, Dies at 88. [online] New York Times. Available at: https://www.nytimes.
com/2013/06/22/business/sam-farber-creator-of-oxo-utensils-dies-at-88.html [Accessed 17 Jan. 2021].

Arthritis Foundation. (n.d.). What is Arthritis? [online] Available at: https://www.arthritis.org/health-wellness/about-arthritis/
understanding-arthritis/what-is-arthritis [Accessed 20 Jan. 2021].

Frayling, C. (2003). Foreword. In: Clarkson, J., Coleman, R., Keates, S. and Lebbon, C., Inclusive Design: Design for the whole
population. 2nd ed., London: Springer.

Banton, C. (2020). Loss Leader Strategy. [online] Investopedia. Available at: https://www.investopedia.com/terms/l/lossleader.asp [Accessed 31 Dec. 2020].

GOV.UK. (2014). Disability facts and figures. Available at: https://www.gov.uk/government/publications/disability-facts-and-figures/disability-facts-and-figures#fn:1 [Accessed 19 Nov. 2020].

Baer, D. (2016). How a top houseware brand reinvents perfectly designed kitchen gadgets. [online] Business Insider. Available at: https://www.businessinsider.com/how-oxo-reinvents-everyday-objects-2016-2?r=US&IR=T#the-oxo-good-grips-9inch-tongs-are-an-example-of-incremental-innovation-lee-says-6 [Accessed 25 Oct. 2020].

Grand View Research. (2019). Electric Kettle Market Size, Share & Trends Analysis Report By Raw Material (Stainless Steel,
Plastic, Glass), By Application (Residential, Commercial), By Region, And Segment Forecasts, 2019 - 2025. [online] Available
at: https://www.grandviewresearch.com/industry-analysis/electric-kettles-market [Accessed 26 Nov. 2020].

Briedis, H., Kronschnabl, A., Rodriguez, A. and Ungerman, K. (2020). Adapting to the next normal in retail: The customer experience imperative. [online] McKinsey & Company. Available at: https://www.mckinsey.com/industries/retail/our-insights/
adapting-to-the-next-normal-in-retail-the-customer-experience-imperative# [Accessed 12 Dec. 2020].

Grant, S. (2019). The Best Tea Kettles for the Elderly and Seniors (Lightweight, Easy, and Safe). [Online] Graying with Grace.
Available at: https://www.grayingwithgrace.com/best-tea-kettles-for-elderly/ [Accessed 17 Jan. 2021].
Harrison, N. (2021). Follow up question. [email].

Carment, L., Abdellatif, A., Lafuente-Lafuente, C., Pariel, S., Maier, M. A., Belmin, J., and Lindberg, P. G. (2018). Manual Dexterity and Aging: A Pilot Study Disentangling Sensorimotor From Cognitive Decline. Frontiers in neurology, [online] Volume
9(910). Available at: https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6215834/ [Accessed 2 Dec. 2020].

Howle, J. (2015). Inclusive design and the inevitable future. [pdf] Available at: https://www.academia.edu/16546019/Inclusive_Design_and_the_Inevitable_Future [Accessed 22 Oct. 2020].

Cavan, J and Vogal, C. (2001). Case Study from Creating Breakthrough Products: the OXO GoodGrips. [online] Inform IT.
Available at: https://www.informit.com/articles/article.aspx?p=24132&seqNum=4 [Accessed 16 Jan. 2021].

Indeed. (2020). Guide to Loss Leader Pricing (With Examples). [online] Available at: https://www.indeed.com/career-advice/
career-development/loss-leader-example [Accessed 31 Dec. 2020].

Chamberlain, M., Esquivel, J., Miller, F., and Patmore, J. (2015). BT’s adoption of customer centric design. Applied Ergonomics, [online] Volume 46(Part B), pp. 279-283. Available at: https://www.academia.edu/23187357/BTs_adoption_of_customer_centric_design [Accessed 4 Nov. 2020].

Khan, S. (2021). Kettle idea. [email].

Clark, D. (2020). Mean annual disposable income in the United Kingdom (UK) in 2018/19, by age group of household reference person. [online] Statista. Available at: https://www.statista.com/statistics/824464/mean-disposable-income-perhousehold-by-age-uk/ [Accessed 2 Dec. 2020].

Liston, V. (2017). Behind the Design: OXO’s Iconic Good Grips Handles. [online] OXO. Available at: https://www.oxo.com/
blog/behind-the-scenes/behind-design-oxos-iconic-good-grips-handles/ [Accessed 24 Oct. 2020].
López-Alt, J. (2010). The Food Lab: Everything You Ever Wanted to Know (Plus More!) About Boiling Water. [online] Serious
Eats. Available at: https://www.seriouseats.com/2010/08/how-to-boil-water-faster-simmer-temperatures.html [Accessed
10 Jan. 2021].

Clarkson, J. and Coleman, R. (2013). History of Inclusive Design in the UK. Applied Ergonomics, [online] Volume 46 (Part B),
pp. 235-247. Available at: https://www.academia.edu/26131397/History_of_Inclusive_Design_in_the_UK [Accessed 25 Oct.
2020].

Marshall, K. and Weiser, M. (2018). Accessible Unboxing of the Xbox Adaptive Controller. [image] XBOX. Available at: https://
news.xbox.com/en-us/2018/07/25/accessible-unboxing-of-the-xbox-adaptive-controller/ [Accessed 26 Jan. 2021].

Clarkson, J., Coleman, R., Keates, S. and Lebbon, C. (2003). From margins to mainstream. In: Clarkson, J., Coleman, R.,
Keates, S. and Lebbon, C., Inclusive Design: Design for the whole population. 2nd ed., London: Springer.

Mayo Clinic, (2020). Ageing: what to expect. [online] Available at: https://www.mayoclinic.org/healthy-lifestyle/healthy-aging/in-depth/aging/art-20046070 [Accessed 2 Dec. 2020].

Fitzpatrick, N. and McGregor, B. (2021). An interview with Barbara McGregor.

Medimart. (n.d.). Introducing Tipping Kettle. [online] Available at: https://medimart.com.au/tipping-kettle/ [Accessed 20
Jan. 2021].

Fitzpatrick, N. and Nolan, A. (2021). An interview with Anne Nolan.
Fitzpatrick, N. and Smith, H. (2021). An interview with Helen Smith.
Fitzpatrick, N. and Watthews, I. (2021). An interview with Ian Watthews.
Fitzpatrick, N., Baynham, R., and Sunderland, P. (2020). An interview with Instrmnt.
Fitzpatrick, N. and Fitzpatrick, J. (2021). An interview with Jacqueline Fitzpatrick.
Fitzpatrick, N. and Law, J. (2021). An interview with Julie Law.
Fitzpatrick, N. and Cam, K. (2020). An interview with Kelly Cam.

McGregor, B. (20211). Inclusively Designed Kettle Honours Project. [email].
McGregor, B. (20212). Kettle Feedback. [email].
Microsoft. (2003). The Wide Range of Abilities and Its Impact on Computer Technology. [online] Cambridge: Forrester research. Available at: http://www.inclusivedesigntoolkit.com/whatis/whatis.html [Accessed 08 Jan. 2021].
Microsoft (2016). Inclusive design toolkit manual. 1st ed. [pdf] Microsoft, p.42. Available at: https://www.microsoft.com/design/inclusive/ [Accessed 18 Jan. 2021].
MoMA. (n.d.). Good Grips Peeler. [image] Available at: https://www.moma.org/collection/works/3758 [Accessed 10 Jan.
2021].
Nedis. (n.d.). Hot water dispencer. [image] Available at: https://nedis.com/en-us/product/home-living/kitchen-cooking/kettles/550729013/hot-water-dispenser-27-l-digital [Accessed 25 Jan. 2021].

69

70

NHS. (n.d.)1. Improving care for older people. [online] Available at: https://www.england.nhs.uk/ourwork/clinical-policy/older-people/improving-care-for-older-people/ [Accessed 4 Jan. 2021].

Spitz, J. (2004). Helen of Troy buys Oxo for $275 mln. [online] Market Watch. Available at: https://www.marketwatch.com/
story/helen-of-troy-to-buy-oxo-international-for-275-million [Accessed 16 Jan 2021].

NHS. (n.d.)2. Overview: Arthritis. [online] Available at: https://www.nhs.uk/conditions/arthritis/ [Accessed 7 Jan. 2021].

Sookne, K. (2019). Microsoft’s Award-Winning accessible packaging [online] Packaging World. Available at: https://www.
packworld.com/home/news/15693231/microsofts-awardwinning-accessible-packaging [Accessed 4 Jan. 2021].

NRS Healthcare. (n.d.). Universal Kettle Tipper. [image] Available at: https://blog.nrshealthcare.co.uk/eating-drinking-aids/
drink-preparation/universal-kettle-tipper [Accessed 19 Jan. 2021].
Office for National Statistics. (2019)1. Overview of the UK population: August 2019. [online] Available at: https://www.ons.
gov.uk/peoplepopulationandcommunity/populationandmigration/populationestimates/articles/overviewoftheukpopulation/august2019 [Accessed 4 Nov. 2020].
Office for National Statistics. (2019)2. Internet users, UK: 2019. [online] Available at: https://www.ons.gov.uk/businessindustryandtrade/itandinternetindustry/bulletins/internetusers/2019#toc [Accessed 20 Jan. 2020].
Papanek, V. (2005). Design for the real world. 2nd ed. Chicago: Academy Chicago Publishers, p. 28.

Strategyzer. (n.d.). The Value Proposition Canvas. [online] Available at: https://www.strategyzer.com/canvas/value-proposition-canvas [Accessed: 15 December 2020].
The Big Hack. (2019). The business case for inclusive design: The Big Hack study findings. [online] Available at: https://
bighack.org/the-business-case-for-inclusive-design-big-hack-study-research-digital-accessibility/ [Accessed 2 Dec. 2020].
The British Standards Institute. (2005). BS 7000-6:2005 Design management systems. Managing inclusive design – Guide.
London: British Standards Institution. Available at: https://www.thenbs.com/PublicationIndex/documents/details?Pub=BSI&DocID=273868 [Accessed 4 Nov. 2020].

Plecher, H. (2020). United Kingdom: Median age of the population from 1950 to 2050. [online] Statista. Available at: https://
www.statista.com/statistics/275394/median-age-of-the-population-in-the-united-kingdom/ [Accessed 3 Dec. 2020].

Think Designable. (2018). Inclusivity: the new sustainability? An introduction to inclusive brand practice. [online] Avaiable
at: https://static1.squarespace.com/static/57e0037eb8a79bb3c45a3de4/t/5bf406d86d2a73f0fb08808c/1542719195057/
Think+Designable+Inclusive+Brand+Practice+Intro+Guide.pdf [Accessed 20 Jan. 2021].

Population Reference Bureau. (2019). Fact Sheet: Ageing in the United States. [online] Available at: https://www.prb.org/
aging-unitedstates-fact-sheet/ [Accessed 26 Nov. 2020].

University of Cambridge. (n.d.). What is inclusive design? [online] Available at: http://www.inclusivedesigntoolkit.com/whatis/whatis.html [accessed 28 Nov 2020].

Pullin, G. (2009). Design Meets Disability. Cambridge, Massachusetts: The MIT Press, p.64.

Vanderheiden, G. and Vanderheiden K. (1992). Accessible Design of Consumer Products: Guidelines for the Design of Consumer Products to Increase Their Accessibility to People with Disabilities or Who Are Ageing. [online] Madison: UW-Madison Trace Center. Available at: https://trace.umd.edu/publications/consumer_product_guidelines [Accessed 4 Nov. 2020].

Purple. (n.d.) The Purple Pound. [online] Available at: https://wearepurple.org.uk/the-purple-pound-infographic [Accessed 3
Dec. 2020].
Research Institute for Disabled Customers. (2019). Inclusive Design. [online] Available at: https://www.ridc.org.uk/inclusive-research/inclusive-design [Accessed 26 Nov. 2020].
Riley, J. (2013). Marketing Strategies: PS4 is a Loss Leader in the new Console War. [Online] Tutor2u. Available at: https://
www.tutor2u.net/business/blog/marketing-strategies-ps4-is-a-loss-leader-in-the-new-console-war [Accessed 31 Dec.
2020].
Root, G. (n.d.) Advantages & Disadvantages of Collaboration Between Businesses. [online] Chron. Available at: https://
smallbusiness.chron.com/advantages-disadvantages-collaboration-between-businesses-20642.html [Accessed 18 Jan.
2021].
Salter, C. (2005). OXO’s favourite mistakes. [online] Fast Company. Available at: https://www.fastcompany.com/54174/oxos-favorite-mistakes [Accessed 16 Jan. 2021].
Schrott, H. (2009). Design for the Disabled. [online] WIPO Magazine. Available at: https://www.wipo.int/wipo_magazine/
en/2009/05/article_0009.html [Accessed 4 Nov. 2020].
Scope. (n.d.) Social model of disability. [online] Available at: https://www.scope.org.uk/about-us/social-model-of-disability/
[Accessed 25 Nov. 2020].
Scottish Friendly. (2017). Disposable income index. [online] Available at: https://www.scottishfriendly.co.uk/application/
files/disposable-income-index/disposable-income-autumn-index-2017.pdf [Accessed 2 Dec. 2020].
Services for independent living. (2020) Purple Tuesday - accessible shopping day. [Online] Available at: https://www.s4il.
co.uk/2020/purple-tuesday-accessible-shopping-day/ [Accessed 28 Nov. 2020].

Van der Linden, J. C. and Brendler, C. F. (2012). The Hierarchy of Needs to Inclusive Design. Work, [online] Volume 41, pp.
1357-1361. Available at: https://content.iospress.com/download/work/wor0324?id=work%2Fwor0324 [Accessed 28 Oct.
2020].
Van Gelder, K. (2020). Share of people owning kettles in Great Britain 2005-2017. [online] Statista. Available at: https://www.
statista.com/statistics/656984/utility-ownership-home-development-kettle-gb/ [Accessed 2 Dec. 2020].
Waite, M. (2018). Why inclusive design should be the rule. [online] Campaign. Available at: https://www.campaignlive.co.uk/
article/why-inclusive-design-rule/1456998 [Accessed 25 Nov. 2020].
Wilkinson Eyre. (n.d.). Dyson Demo. [image] Available at: https://www.wilkinsoneyre.com/projects/dyson-demo [Accessed
27 Jan. 2021].
Williams, R. and Brownlow, S. (2020). The Click-Away Pound Report 2019. [online] Brighton: Freeney Williams Limited, pp.
6-7. Available at: http://www.clickawaypound.com/downloads/cap19final0502.pdf#page3 [Accessed 20 Jan. 2021].
Wilson, M. (2018). The untold story of the vegetable peeler that changed the world. [online] Fast Company. Available at:
https://www.fastcompany.com/90239156/the-untold-story-of-the-vegetable-peeler-that-changed-the-world [Accessed 25
Oct. 2020].
Wolff, M. (2014). Stop designing for only young and able bodied. [online] The Guardian. Available at: https://www.theguardian.com/sustainable-business/michael-wolff-inclusive-design-seniors-disabled [Accessed 25 Nov. 2020].
World Health Organisation. (2020) Disability. [online] Available at: https://www.who.int/health-topics/disability#tab=tab_1
[Accessed 27 Nov. 2020].

Shock, N. (2020). Human ageing. [online] Britannica. Available at: (https://www.britannica.com/science/human-aging [Accessed 2 Dec. 2020].
Smith, H. (2020). Research Project. [email].

71

72

13.0 - Appendices
13.1 - Interview transcripts
13.1 - Interview transcripts
Appendix 1: Anne Nolan interview
Appendix 2: Barbara McGregor interview
Appendix 3: Helen Smith interview
Appendix 4: Ian Watthews interview
Appendix 5: Instrmnt (Ross Baynham and Pete Sunderland) interview
Appendix 6: Jacqueline Fitzpatrick interview
Appendix 7: Julie Law interview
Appendix 8: Kelly Cam interview
Appendix 9: Matt May interview
13.2 - Emails
Appendix 10: Barbara McGregor email
Appendix 11: Barbara McGregor feedback
Appendix 12:Cameron Falcus interview
Appendix 13: Helen Smith email
Appendix 14: Nadine Harrison email
Appendix 15: Sanna Khan feedback
13.3 - Primary analysis
Appendix 16: Hot water dispenser analysis
Appendix 17: Kettle tipper analysis
Appendix 18: Mainstream kettle analysis
Appendix 19: Ucello kettle analysis
Appendix 20: Value Proposition canvas
Appendix 21: Website analyis
Appendix 22: Questionnaire data

73

74

Appendix 1
Interviewee: Anne Nolan (AN)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 10:00GMT, 14th January 2021
Conducted via Zoom
NF:

So, this is all to do with my project right now, I’m doing my dissertation on an inclusively designed kettle, so it is
basically a kettle that’s meant to be useable for everyone. I am just here to ask some follow up questions about
the google forms you submitted.

AN:

Right

NF:

So, you said that your dexterity effects your use of kitchen products, can you just elaborate on that a bit?

AN:

right, well I had a knee replacement 2 years ago and my other knee is beginning to go, and also I sometimes
find that my hands do not work, like sometimes it’s difficult to open things like jars sometimes, you know. I
don’t have really bad arthritis in my hands, but it does hinder me sometimes and I drop things easily. The other
thing is since I had my knee replaced, and with my other knee, I find that my balance is really bad, so when
I’m tyring to get even up and down stairs, you know if you’re going upstairs and carrying anything, it’s difficult
to actually go up and down the stairs, even if there’s rails you know, on both sides. For instance, I live in an old
house and we have really deep wood stairs, so I find it difficult to manoeuvring myself because I have a turn in
the stairs and it’s difficult sometimes to get up the stairs. Is that the type of thing that you mean?

NF:

Obviously that’s your kind of experience, I just want to hear your experience, I don’t have anything direct. My
project’s more kettle related, would that impact how you use the kettle, do you have any issues filling it up,
pouring it, carrying it about or anything like that?

AN:

Yeah, yeah, I do, its difficult to carry things about. Do you mean, what sort of things do you mean? If it was
carrying things, shopping?

NF:

Just so when you’re in your kitchen using the kettle basically, so some people that Ive spoken to before having
mentioned that there was too much strain on your wrist to kind of lift it and hold that weight under the tap…

AN:

Yes!

NF:

…some people have said they can’t be precise, anything like that effect you?

AN:

Yeah, yeah, I do! And also, our kitchen isn’t the best in that we’ve got a small worktop in the house and we did
the house 20 odd years ago, we don’t have an island now and we’re talking having an island cus what I find is
that I don’t have anywhere to put anything down so you’re right. Carrying heavy things or if there isn’t a lot of
space on the worktop, just managing to juggle it for a bit until I can reach stuff. So yes, I do find that hard. So
you know, I would think that, you know what would be ideal? If I had some sort of thing that I could pull out,
you know that when I’m walking about… [connection issue]

NF:

Sorry, I think your wifi cut out then.

AN:

Sorry, if I had a say, a shelve I could pull out that if I’m carrying something heavy, I would be able to something
down quickly, so yes that type of thing. I do find as well that my balance has been really bad, my balance has
been really badly affected. So, carrying things is difficult, because of that you kind of, you know, I used to
dance and run, and I can’t do anything like that now, so yes, yes, dexterity can be a problem.

NF:

Do you know if there are any kettles at the moment that meet what you’d want a kettle to do then?

AN:

Yeah, I suppose, it’s difficult to think. You know, maybe if it had, I don’t have a tip kettle. If they’re too heavy,
maybe if there was one that I could tip water into, that might be quite useful.
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NF:

That’s interesting. So, my current idea, for what my design would look like, it’s a bit, kind of different. Basically,
the concept is if you imagine almost a kind of kettle base, but its designed to never have to be picked up, so it’s
almost got a funnel bit you take out on a tube that comes out and you could put that under the tap that feeds
the water through. Then that would just connect back into the kettle. So you’d never have to actually lift it and
take the weight, and similar to how it would fill up, it would have a little device where you could stick your mug
on it and it would fill it up that way. Does that sound like it would be easier for you to use?

AN:

Yeah, yeah, yeah! that would be a really good idea, I supposed the only thing about that is, how you would
design the whole kitchen around the kettle so that it would allow you to use it easily. So, at the moment,
my kettle isn’t near, so it’d be how that funnel would work, if my kettle isn’t near my tap. So that would be
something I think would have to be integral to how you think about when designing a kitchen as a whole.

NF:

Definitely. Would you say then that this kettle, if not a funnel, it was hard wired in, say there was a thing
connected to the end of your tap. Like a tub going round the outside wall or whatever, would that be
something that you’d be willing to do, say you bought a kettle, you’d connect it like that to the tap, or is that too
much of a commitment for you?

AN:

Yeah, I suppose the issue is that you know I think that’s a really good idea, but I think the thing is that probably
not all kitchens would, I suppose that if it’s hardwired then maybe people would think about it. I mean really,
I think. You have to make these commitments to how you design all of these things quite early on when
designing the kitchen. Because then you have to totally reorganise your kitchen. So yes, that would be a very
good idea, so I suppose if its hardwired in you would always then kind of know where you were gonna put stuff
in. yeah, so what you’re saying about it being hardwired in, would that funnel be behind the walls? Or would it
be something that could be moved about?

NF:

So, I suppose that if it were hardwired in, there’d be different ways of doing it, one being that it could be
plugged straight into the plumbing, the way your sink goes under the sink. That would probably require a
plumber and a serious team. If you could do it less professionally where say you buy the kettle and it comes
with the little attachment that sticks on the end of your tap and then a wire would be fed, you could kind of
stick your wire and attach it around the wall, into that corner where the wall meets the countertop, so you don’t
see it hanging across everything. And then that’d just be something you yourself could screw on or attach on
that way, and that just stops you ever having to lift the kettle.

AN:

That sounds like a really good idea. I mean at the moment, I suppose the kettle isn’t a huge issue for me. It’s
more about lifting heavy pans, or cooking, I do a lot of cooking. You know, if I’m taking heavy things out, which
crazily we have a built-in hole, and a high one and didn’t think about it at the time. You know, that’s difficult.
But I do think yeah, that would be a really good idea. So, something that could be quite easily be used that isn’t
going to cost an absolute fortune.

NF:

Yeah, exactly. Sounds good, well alright great, that was just a few kinda quick questions I wanted to ask you
but thanks for answering those.

AN:

No problem, bye.

NF:

Bye.
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Appendix 2
Interviewee: Barbara McGregor, volunteer at Versus Arthritis (BM)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 14:00 GM, 19th January 2021
Conducted via phone call

NF:

Thinking about the button designs then, what kind of buttons are easier to press and what ones are harder?

BM:

For an on/off switch I probably find it easiest to press down. The ones that are worst are the ones that you slide,
with a hairdryer they’ve often got sliding buttons to switch them on and off, rather than a rocker. A sliding one
can be quite difficult because you have to push in and up. A rocker can work if its flexible enough, you don’t
need too much strength. A button that clicks down would be easiest for me because I can do it with any part of
my hand.

NF:

My first question is, can you just walk me through how your arthritis affects you using a kettle?

NF:

BM:

Yeah. It varies, some days are a lot worse than others, but basically the starting point is you’ve got to be able to
lift it up, and the weight of it, and fill it. Filling it is really quite difficult because you have to turn the tap on and
put the kettle under it, but how do you balance it because it’s getting heavier and heavier all the time. First of
all, getting the lid open for filling it, I know a lot of people end up filling it through the spout because they can’t
use the clip, it’s too awkward for their fingers to get the lid open and closed. Then you’ve got to transfer it back,
so you can maybe do all that with two hands, but when you have to pour it into a cup, you can only use one
hand and thats when the balance is really hard to lift it up. It’s really hard because when your hands are OK, it’s
really hard to imagine. If you think about when you fill a kettle, presumably you lift it up and take it across, how
do you fill it?

BM:

NF:
BM:

We’ve got a kettle with a handle on the top, so I just take the lid off, take the kettle under the tap with one hand
and fill it and then put it back on the base without having to worry about the balance or anything.
Yeah, and the weight of it, I suppose it’s the weight of it as well. I suppose it’s the size of it too, kettles all seem
to come in standard sizes, but the weight of the water is very important because trying to do anything like that
with one hand [is hard]. Also, trying to put your hand around the handle is hard, sometimes you can’t grip that
because you can’t close very well. They’re painful and they don’t take weight. My mother had one [kettle] as
well, she had rheumatoid as well, she had a contraption that was like a stand and we used to fill it up for so she
could then tip it.

NF:

Oh yeah, I’ve seen those. The kind of wire frames that take the weight as you tip the kettle?

BM:

Yeah. But it did look pretty horrible and she didn’t always really manage it that well, because even when you
go to tip it, you’ve still got to support it somehow, but most of the things we use for our hands or for disabled
things tend to look very bulky and not very pleasant to look at, I’ve got to be honest. But, mainly because our
grips bad, so we’ve got to have bigger knobs and things like that for gripping, but if I ever go to look at anything
like an iron, or a kettle, anything like that, it takes ages to find one that suits [me]. It sounds really silly, but an
iron’s very heavy, and awkward too, because of the handle. I could fill a jug and take it across to the kettle,
that’s the other thing I sometimes do, rather than take the kettle to the tap, we could fill a jug and take it across
to the kettle. Sometimes its just getting that lid open to fill it, sometimes they’re very stiff. They’re all different,
sometimes you press a button to open up, but that’s not always easy for people as well, because pressing
is actually quite hard because they require strength and a lot of people’s thumbs have been fused or quite
deformed. For example in the toilet I’ve got a light switch that’s a push one, it’s a dimmer switch, and I’m forever
leaving the light on because I can’t push it hard enough. I’m not sure if that’s helpful.

NF:

That’s all really helpful.

BM:

You’ve still got to then lift it [the kettle] to pour a cup of tea or pour it into a pot or whatever you use, so you’ve
got to be able to tip it, in fact thats’ sometimes the most dangerous, because then it’s boiling water. As we get
older, even if we’ve not got arthritis, our strength and our hands go anyway. The other thing is, sometimes the
buttons can be awkward for us. Some buttons are easier than others, and everybody has different [abilities
of] fingers. For example, one of my wrists is a plastic wrist, I’ve had a wrist replacement many years ago, my
other hand has had knuckles which are all replaced, which is great because it took away a lot of the pain, but
it means a lot of my fingers move at the same time, they don’t move individually. So that, when you’re trying to
grip things, that can cause issues. Mostly you’ll find people with certain types of arthritis, their fingers tend to
not bend the same, your joints just don’t bend enough for certain things, some of them will but not all of them.
That can be awkward. The main things are the strength for lifting the kettle, they do make little kettles and
they tend to be for travelling, a smaller kettle may be quite a nice option in our houses, but we don’t use one
because they’ve got a lot of limitations.

NF:

What are the limitations of the travel kettles, then?

BM:

I don’t think it’s got the same functions. They’re possibly too small. It’s a long time since I’ve looked at one, but
they’re probably not as good and you’ll find the buttons are smaller. Somewhere in between [the size of a travel
kettle and regular kettle] would be quite nice. You know yourself kettles very in style and size and stuff like that,
they’re all different.
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NF:
BM:
NF:
BM:
NF:
BM:

Yeah, I can see that. There’s no precision needed there.
Yes, that’s right. You don’t have to be nimble with it, if it’s a big enough button you’ll get it on and it switches
itself off. Rockers can be difficult, but definitely sliding ones that you push up and down are very hard.
OK, and any issue with ones that you push inward directly? Like a button you’d push down, not a sliding one?
If it sticks out and you push it down. You mean like a push button?
Like the mechanism on a pen, the way you’d click that out.
That would probably be fine, if it was big enough to do.
OK, good to know, moving over to products, you mentioned that kettle tipper, do you use anything that is
designed for a certain disability or anything like that?

NF:

Not at the moment, but I have to be honest, my husband usually makes the tea. My difficulty would be for
cooking, say adding water to pasta, that would be difficult. I’m kind of spoilt because I’ve got him here, at
the moment he’s here 24/7 because of lockdown [laughs]. Since I’ve had my operation, I’m a lot better, but
before, before he goes out he’d fill the kettle for me first, the right amount for me to use and he would have left
everything for me I’m kind of being spoilt.

BM:

Good to hear, I’m jealous! [laughs]

NF:

He does all the cooking and everything as well because over time that got too difficult. I’ve got to be honest,
Nick, he’s a lot better at it than me! [laughs]

BM:

We sound very similar, I’m a pretty dreadful cook myself. [laughs]

NF:

[laughs] He took over all the things that caused me hassle, if I was living on my own it would be a totally
different subject, I think.

BM:

If you were living on your own, hypothetically, what would the solution be then?

NF:

How would I cope with that? You know what I would probably do, I would have a very small pot and put water
in it. Which is not very efficient really, but I can understand why some older people would fill one of their very
small pots with hot water to make a cup of tea rather than filling a kettle.

BM:

OK. Thinking more on the business side, because I’m doing a Design Enterprise module, do you think
businesses take into account arthritis or other disabilities into account when designing products like kettles?

NF:

I’ve never noticed them...well, saying that, buttons are probably bigger than they used to be.

BM:

OK.

NF:

So possibly they do. Possibly somebody thinks about people with hand problems, because kitchen utensils,
you tend to get these easy grip ones and things like that. But with the kettle, I think they probably look at it, but
I don’t know how much detail goes into it. I can see the buttons in certain ones are better than others but spout
wise they’re all the same. I don’t know, maybe they think about it because the buttons are bigger or maybe as a
nation we’re lazier than we used to be.
OK. You mentioned in your email that you check before you buy that you can use it, what’s that process like, is
there any online work or is it all in-shop?
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BM:

That is the one thing, before I buy anything, I would have to go and try it. That’s the one thing you can’t do with
a kettle is fill it in the shop. I wouldn’t want to do anything online because I could look at it and think ‘oh, that
looks like a good button’, but until I’ve got it, I won’t know if it’s stiff or if it’s easy to push down. I would always
hope to go and try it, I would never let somebody buy me a kettle.

NF:

OK, interesting. Another thing you mentioned, you said you wanted something that looks good, is that
uncommon for products designed for very specific uses like that kettle tipper?

BM:

What I was thinking about, if they try and make something that’s very good for someone with hand problems,
they don’t tend to look very nice, they’re always bulky, if you like. I’m not sure if that maybe goes with kettles,
but it would be lovely to have a smaller kettle. My mum’s contraption that she had, it didn’t look nice and
they tend to be very difficult to clean. If you think about the contraption, when you set it up for tipping, that
person has got to clean all these bits and pieces and it’s just all additional stuff. Everything in the kitchen gets
mucky, it gets greasy or whatever. So, cleaning it wasn’t very nice. Kettles on a whole, I think they look quite
large now, they seem quite large kettles. I don’t know that they actually do spend a lot of time thinking about
it. Something that looks nice in your unit would be quite nice. All our houses, at one stage I was really bad, we
had to change a lot of things in the house [to accommodate her disability], but if you came in you would never
know that at one stage it was designed for a disabled person because there’s lots you can do to make it look
nice. Normally, people just put big things and go ‘oh, we need a grip here’ or ‘we need a grip there’ and they
don’t look very nice. [laughs].

NF:
BM:
NF:
BM:
NF:

NF:

OK, great. That’s good to hear because it gives me motivation knowing it would be helping real people.

BM:

Absolutely.

NF:

Great, that’s covered everything I wanted to know, thanks for that.

BM:

Good luck with it all.

NF:

Thank you, speak soon.

BM:

Bye.

That’s interesting.
Functional.
Functional, yeah. I’ve heard that word quite a lot.
Yes, functional. And of course, we always feel we can’t really complain because you feel ‘well, its functional and
somebodies done something for me’, but we still want things to look nice.

BM:

Yeah, of course. Hopefully I can make something that’s functional and nice to look at. I’m trying to design a
kettle with the concept that you would never have to lift it, so you would have a kettle base that holds water
like a regular kettle, but built into would be a funnel with a tube that extends out so you can fill the kettle
without ever having to lift the weight of the water. Does that sound like something that would be of interest to
you?

NF:

Yeah, it sounds fascinating actually. It’s probably something, because you know how not you have that tap with
the boiling water, have you seen those?

BM:

I have, I think the thing with that is that they require a big unit under the sink and they’re quite expensive.

NF:

They’re very expensive, I think. I presume it has to be plugged in somewhere, the funnel thing, is it like the
spout comes out.

BM:

If you imagine a circular cylinder, that holds the water and you can take off the top and pull out a funnel, like
in a hover where the wire gets pulled back in, you would take out the funnel, fill it under the tap, and let it get
pulled back in. Then the top piece would be a mechanism that fills a mug with a matching mechanism and it
pushes water through the bottom of the mug and as soon as you pull up the mug, it seals again. So, there’s no
tipping or pouring or exposed boiling water when you fill up your mug.

NF:

That sounds quite fascinating, and for people on their own that would be a real bonus, to be able to use that.

BM:

I think all kettles seem to function the same where you have to lift it or pour it one way or another, and this tries
to innovate a bit and solve that.

NF:

That is the biggest problem isn’t it. I think so many elderly people would be helped by that.

BM:

Yeah, the idea is that the kettle lets people fill everything without having to lift and pour, but by making it a fun
and cool way of doing that it’s also appealing to everyone else, so that removes the stigma around it.
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Exactly. It would. Also, they [designers] always assume people with hand difficulties are elderly and they don’t
mind how things look, which isn’t true, but also many of us first got conditions when we were very young and
we like things to look nice, you like to be cool. So that would be interesting yes. It’s nice that you’re looking at it
from such a different angle, because that would solve the problem.
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Appendix 3
Interviewee: Helen Smith, person with osteoarthritis and registered partially blind (HS)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 14:00 GMT, 6th January 2021
Conducted via Zoom
NF:

I’ll crack on with my questions, you mentioned having osteoarthritis and also a visual impairment, how does the
osteoarthritis affect you using a kettle?

HS:

Lifting it. Weight. Because I was lifting a jug of water earlier on and I thought that is really what is happening
now, the weight is the problem. My hands actually aren’t too bad, some of the fingers are beginning to go and
it’s been more in my feet than my hands so it’s not really hugely affecting that [the usage of kettles]. It’s the
sight that’s caused the problem.

NF:

OK. How has sight effected the kettle usage then?

HS:

I have lost the sight in my right eye due to a cataract that they won’t operate on and therefore I have got no
vision on that right side, so when I’m pouring I’m not seeing it.

NF:

Right, OK. And then that’s just dangerous because you don’t know where the mug is and you don’t want to spill
boiling water.

HS:

Yeah, and I’ve twice burnt myself, so I decided that was not a good idea.

NF:

OK, yeah. Wouldn’t want to continue doing that.

HS:

[laughs] No!

NF:

How has switching away from using kettles impacted you, has that impacted you in any ways you weren’t
expecting?

HS:

NF:
HS:

NF:
HS:
NF:
HS:

I never expected that as I got older, I wouldn’t be able to use something like that, do you understand me? A
kettle’s a basic thing that we all have. I have gone for a water boiler that just fills a cup at a time. I think it fills
more than that because it’s only sitting at half and it fills my mug just nicely. But that was very much from a
safety point of view as much as anything. It wasn’t that I physically couldn’t lift a kettle, it was the fact that I
actually couldn’t see what I was doing, I didn’t realise I wasn’t seeing what I was doing.

NF:
HS:

NF:
HS:

NF:

HS:
NF:

HS:

OK, and are you able to use the hot water dispenser for a teapot as well?
NF:

What would you say the pros and cons of the bottle water dispenser are? What was the reason to use a kettle
initially rather than using a hot water dispenser?

Yeah, definitely. A hot water dispenser isn’t as easy to fill up then?

NF:

It’s quite big but what I do is I use a jug of water to fill it up, so I’m not actually taking it off it’s base to fill it up.
It’s just like a kettle in it’s own way but you would take it off it’s base to take to the tap to fill it up but I find it’s
easy to use a jug of water to fill up.
Is adding another step annoying or a hinderance in any way or is that just part of the routine now?

Is there a reason you didn’t look?
Because I just reckoned a kettle wasn’t going to be safe and I was looking for something that was going to be
safe. I just wasn’t finding anything, it took quite a lot of searching to find anything and then I found this and I
thought that’s the sort of thing that I’m needing.

Yes, there are. I was talking to a friend who has arthritis and she said there’s a lack for them as well, so there
you go. There was nothing, she was finding a kettle getting heavy as well.

HS:

HS:

I didn’t look for any other kettles because I didn’t think that was going to be appropriate. I had a great job even
finding a water dispenser thing. RNIB, which I’ve used before, didn’t come up with anything, they came up with
putting something on your mug that bleeped when you got to the top but that wasn’t what the problem was. I
could see the mug, I just couldn’t see the water going in it. So, no, I didn’t find anything, but I didn’t go looking.

NF:

Not hot water bottles, I don’t use them. A teapot or a cup, it’s mainly a cup because I’m on my own so as you
can imagine it’s the mug that gets taken rather than going to get a teapot, but if there’s people in and stuff like
that then yes it’s the teapot would get used as well.

NF:

OK. Did you look for any solutions before going to the hot water dispenser? Did you look for any other kettles
on the market that may fit your needs better?

Do you reckon there’s a big lack of designs, kettles and stuff like that, that take into account people like you
then?

NF:

Yeah.

It’s probably part of the routine now. It probably was annoying to begin with because I wasn’t used to using
that piece of equipment but now in the morning when I get up I just fill it up with water and that’s it ready to
go.

HS:

So, safety number one priority, that makes complete sense. What would you use a kettle for then? Was it
straight into mugs or teapots or hot water bottles or anything else?

Well, the reason was it was just easy to fill up, you switched it on and off you went. We all have them, we all use
them.
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HS:

HS:
NF:

HS:

And businesses just don’t seem to be thinking about these problems and these kind of people for whatever
reason?
No. Do you have somebody that’s got bad arthritis then?
So, my grandma is similar to you in that she uses a jug to fill the kettle but that’s more of a problem with
the weight of a kettle, she just can’t hold all of that pressure on the wrist, it’s too much. So that was one
of the driving forces and I’ve got a mate in university with me and she’s told me about how she has to use
small kettles or find work-around’s so I thought it was quite an interesting problem to design for. Have you
considered add-ons, it’s kind of like a tipping aid, either a kettle designed to tip easily or a wire frame that you’d
put any kettle on and it helps you tip it? Would that help you by lining it up or whatever?
I would have to really line it up. It would be trial and error to begin with, I would have thought. That certainly
would help with the weight thing because with the water dispenser I don’t have to worry about the weight
once it’s filled. The way I do find now, I must admit, you feel it. That’s all I can say, it’s not as if it’s incredibly sore,
you just think “oh this is really heavy”.
Would you say then that the biggest problem of the water dispenser is filling it? You’re still using workarounds
and it’s a bit clunky or something like that?
Yeah I’d say that filling it is probably the main thing. If there was more than one of you in and using it then you’d
be filling it more than once a day. I only need to fill it in the morning and that covers all I need, but if you had
more people than that then you’d be permanently filling it. You can lift it off and fill it but again you’ve got the
weight thing coming into that.
And as you say, if it’s dispensing the water that’s fine, but when you have to pick something up and lift it back
with all the water then that’s always going to be an issue. Would something like a funnel help, like if there was
a tube connected to that hot water dispenser that you just pulled out with the funnel to put under the tap and
that fed the water straight in?
I suppose that would, yeah. That would also help with your ordinary kettle as well, is that what you mean as
well?
Yeah. Because for my project I’m making this kettle and my idea is that whether it is arthritis or a visual
impairment or elderly or whatever, everyone including me has a problem with the weight of the kettle when
you’re filling it up at the tap, so my idea is to have a tube and a funnel that disconnects from the kettle to go
under the tap and just take the water in that way so you’re never bearing any weight so I was wondering what
are your thoughts on that and how would that help, if at all?
It certainly would help because you would be direct filling in, all you would have to do is attach this to your
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HS:

Hopefully, yes! [laughs]

HS:

Not really, not now. When I was younger, I would have said yes, but the older I’ve got and the more disability
is being accepted, then it’s easier to go to these sites and see if they have got anything that can help me. I
was brought up in a time where you had to say you were ‘normal’, rather than disabled. You had to come over
as an able-bodied person rather than a disabled, things have changed in that those of us with those sorts of
disabilities can be quite open now about them and look at these sites to give us help.

That’s become something that’s become much more important to me the older I’ve got. I have had a cataract
done on the good eye, which is not brilliant, but that’s the best now I’m going to get so i have to work with
what I have. I’m discovering that I’m working much better with colour contrast and things like that than I ever
thought, but I’ve thought about it more recently because I’ve suddenly realised that I use coloured dishes and
stuff like that and I think it’s because I can work better with brighter colours than I can with darker colours. A
mug that’s dark inside is no use at all, I just find that impossible to work with because I can’t judge [how full it
is].

NF:

Fingers crossed [laughs]. Talking about products on the RNIB site or any of those charity sites, they make
products designed exclusively for a certain disability or exclusively for a certain group of people, would you
consider buying one of those or would you feel that’s stigmatising?

HS:

NF:

So is white the best colour, or would different lines inside the mug help to differentiate more?

HS:

White’s the best colour. The outside can be coloured, it’s the inside that’s important.

NF:

That’s good.

NF:

HS:

That’s a generational thing. So somebody coming now may not have the same mentality maybe as I have
because of the experiences I had to go through. When I had a job interview, I had to come over as a normal
sighted person even though I wear low visual aids to read. I’m sitting here with a laptop speaking to you but to
the side of me I’ve got a big screen that I work off. That’s me adjusting to the 21st century, but going back years
and years ago I wouldn’t have accepted that because it would have felt like I wasn’t being normal anymore.

Inside to see where that water line is for you. OK. What about materials and touch, does that impact how you
use things, do you like to feel around an object and does cold or hot or different surfaces or bumpiness help at
all?

NF:

Yeah, that’s quite a common thing I’ve seen in my research where people like yourself now, as you say it’s a
lot more accepted and it shouldn’t really matter, but people are hesitant to buy things with a big label on it
and if someone see’s a kettle that’s exclusively for this target group, people might be resistant to that so it’s
interesting to hear your thoughts on that.

HS:
NF:
HS:
NF:
HS:

HS:

I think what I would buy now is what is practical for the situation I’m in. I don’t know if everybody’s idea is that
or not but that’s mine. I’ve got past the stage of thinking ‘oh, that’ pretty’, it’s a case of ‘that’s practical’.

NF:

So it’s a case of functionality comes first before looks or anything?

HS:

It would be nice if it looked nice as well, don’t get me wrong, but that wouldn’t be the thing that makes me go
for it. It would be ‘this works, this is what i need and will make life easier for me’.

NF:

Can you think of any key things that stand out as what you would want in a product that isn’t being met? What
are your favourite functions in a kettle, what are your favourite parts of a hot water dispenser, is there anything
that you try and do that you can’t do at all right now?

HS:

Well, that’s where the kettle from my point of view, some of them light up when they boil and things like that,
you’ve also got to have an easy to read as to how far your kettle is filled up, even if it’s just a red ball going up
the side, something that there’s a definite contrast with.

NF:

HS:

NF:

For showing how filled up it is with water or how close it is to boiling?

HS:

Do you understand what I’m trying to say?
NF: The filled point just to see if it’s empty or if you need to refill it...

HS:

NF:
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Yeah. You can often judge that just by lifting it up, putting so much water in for a certain amount of boils rather
than filling it right up. Certainly, a gauge is good. Colour comes into it a lot for me, I tended to use a stainless
steel kettle that tended to light up when it was working so that I knew it was on, you can hear it as well. But
there is that bit that’s happening. It was always a jug kettle laterally, I think an old fashion kettle as I would call
it, where you lift of the top, is much less functional. I think the jug kettle is a much better idea. I don’t know if for
the weight thing if there is any way that something can be put on where you can use two hands. I don’t know
if a handle could be put below the spout or something like that which would give you two hands to begin with
until you poured it.
That’s definitely an interesting idea just to spread that weight a bit more. I like your thought on making it clear
how full it is, one of my ideas is to have a LED strip going up the side and it lights up to really clearly show how
full it is.

NF:
HS:
NF:

HS:

NF:
HS:
NF:
HS:
NF:
HS:

I suppose they do but I’m not aware of... I probably do it so routinely that I’m not aware of it.
Subconscious at this point?
Sorry, that’s not helping you at all [laughs].
No, no, that’s perfectly fine! [laughs]
I do use feel and touch and stuff like that but I’m not saying that I would particularly go for anything because of
it’s feel or touch. But I think that you’re right, that I do actually go for stuff because of the feel of it or the look of
it or something like that. Again, we’re back to the practicality stuff.
Do materials like reflective materials, are they disorientating or...
Oh, they’re hopeless! [laughs]
Are they bad?
Oh yeah, any glare at all is not good.
OK.
LED’s are OK because we use LED’s all the time.
So, lights would serve a function for you to function so that’s for you to focus on, but if the whole kettle is a
shiny metal then that’s a no go?
Can I say that my kettles were all brushed...stainless steel...
Brushed aluminium and stuff like that?
Yeah. They were not reflecting really that much.
So brushed aluminium would be OK but chrome surfaces is where it would become an issue?

NF:

That, I think, would depend on the person’s sight and the problem that they have. Mine is that bright light does
bother it quite a bit whereas other people you mind find that they actually prefer it brighter. So, somebody
who’s vision is different from mine may find that if it’s brighter they can cope with it better, so I’m only giving
you a one off opinion.

HS:

Yeah, yeah, this is all just to hear your perspective definitely. I think that’s given me a good idea of what route to
go down, thank you. Thanks for taking the time to speak to me.

NF:

OK, thank you.

HS:

Bye.
Bye.
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Appendix 4
Interviewee: Ian Watthews (IW)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 13:00 GMT, 7th January 2021
Conducted via Zoom
NF:
IW:

NF:
IW:

NF:
IW:
NF:
IW:

NF:
IW:
NF:
IW:

I’ll just crack on with my questions, you said in the questionnaire that you had a disability that effected how
you interact with kitchen appliances; What is it and how does it effect what you do?
Well, I managed a while ago to chop a bit of my finger off, that’s all it is. I’m a bit of a finger less. I do find that
opening tins very difficult. I have to now get an implement to get the thing [ring pull on tins] to lift up and flick.
So, opening tins of food would be an item that I find difficult. The other thing is, I have an old injury that made
me go deaf, I lost a bit of hearing, but fortunately just recently I’ve had an operation to repair that, but deafness
is another thing that I’m quite conscious of because, especially in COVID, it can be quite isolating. If you can’t
hear, you can’t communicate and you don’t know what’s happening around you, so that is an isolating factor.
Because I’ve now narrowed it down to a kettle, can you walk me through what your experiences are with that?
Do you use it often, what do you use it for, what’s your day-to-day relationship with a kettle?
A kettle? Yeah, we use it regularly. We have a thing about designer kettles, so right up your street. We have just
changed our kettle so that we can see how much water is in the kettle, which is a good point, having kettles
that you can easily put water into is a good thing, seeing how much water you can put in a kettle so you’re
not wasting electricity boiling more than you need to every time you do it. Automatic switch off, I suppose is
important. Easy to get hold of in balance, I think balance is important because if they’re tall and wobbly that
can be more difficult.
Have you found a kettle now that works well for you? Nothing with it that you want to change or improve?

NF:

[laughs] I can see how that gets in the way! For the new kettle, is there anything that makes you realise why it’s
quieter? Is it more sealed or is there any distinctive difference to it?

IW:

No, I can’t to be honest? I don’t think so. I would imagine, it was more expensive than other kettles we’ve had,
so I don’t know if there’s just more bulk in it. There’s nothing visual about it.

NF:

Can you tell me the name of it and I’ll look into it a bit more?

IW:

IKICH.

NF:

Great, I’ll look at that after. How much was that, if you don’t mind me asking?

IW:

I don’t mind you asking at all. Around about £40, something like that.

NF:

OK

IW:

Where’s that coming in the ballpark of kettles?

NF:

I would say around middle-high. You get Bugatti kettles for £300 quid which is bizarre, but I’d say for ‘normal’
kettles, that’s in the good range.

IW:

Yeah, I would think it’s in the top end of normal.

NF:

Before you get into the bespoke or artsy ones.

IW:

Yeah!

NF:

I’ll ask you a bit more about the business side of things. When you were looking at kettles, what made this one
stand out and what convinced you to spend more than you would on previous ones?

IW:

Well, if we start with the dissatisfaction of the previous one. That was noisy, it was all the things we said really,
it didn’t have a gauge, well it did have a gauge but it was really hard to see and it also steamed up and left
some sort of residual condensation in the gauge so you couldn’t see the little red thing that floated up. So, we
couldn’t see that, and it was a solid metal bit of kit, so we couldn’t see [the water level] when you were filling
up, the position of the gauge was crap to be honest. So, we wanted one we could see what we were putting
in, and then we went for this because it was quieter, well it said it was going to be quieter, and it is, it’s quieter
than the previous one. So, it’s quiet and you can see what you’re doing, it’s pleasing to look at, it’s not offensive
in colour, and easy to fill, that’s an important thing, you’ve just got a button to press. It doesn’t have to have a
gauge because you can see the water level. So, those were the criteria we looked at and that was it, basically.

NF:

Great, cheers for that.

IW:

OK.

NF:

That’s covered everything I had to ask, that was really interesting.

IW:

Good luck.

NF:

Cheers, bye.

IW:

Bye.

I think it’s probably the best kettle we’ve ever had, to be honest. Would you like to see it?
Yeah, that’d be great!
Let me show you the kettle! [Showing kettle on screen] Right, here it is. It meets all the criteria, you can see the
water, it’s got a big top, fill it here [in the hole on the top] not here [through the spout], but it’s tall, its maybe a
bit big, but anyway, that’s the best one we’ve found.
That’s a nice kettle!
It’s a very nice kettle.
It’s the best one I’ve seen out of all of my kettle interviews!

NF:

Oh really? It is the best one we’ve come across! Going back to other stuff, the other thing is noise. The
other ones have been extremely noisy. Now, sometimes if they’re loud it’s good, but a kettle going on in the
background, if you’ve got a hearing aid in which I’ve had to wear up until about 4 weeks ago, and that makes
it incredibly [difficult]. If that’s on [the kettle] and somebody’s trying to talk to you, just the noise and the
volume of the kettle is very off putting and disturbing, because you can’t communicate. So, silence to me is
very important. A visual thing to see when it’s boiling [would be good], this kettle you can see when it’s boiling
[because it’s transparent] and this thing [lights inside kettle] lights up blue when the electricity is on. Those
sort of issues, but I would say keeping the volume down for the hard of hearing [is important], you don’t need
to hear it boiling, if you’re deaf, you don’t need to hear it if there’s visual indicators. I suppose it depends on the
disability, but from a deaf point of view, quiet is good, the quieter the better.

IW:

Do you know if the kettles that irritate you with background noise, do you know if that’s volume or if it’s
anything to do with pitch? Because you see the old kettles that go on the hob and whistle in a high pitch, does
that weigh into it or is it just the sound levels?
It’s the sound level of the thing starting as soon as you switch it on. It’s not the whistle, that’s not the issue, it’s
the minute or so that it takes to boil. It’s probably insignificant, but if you’re looking to alter things and improve
and I used to find it annoying. Just before we started this [call], Sylvia [his wife] put the kettle on and so we
can’t [talk], [so I thought] switch the bloody kettle off, it’s just a noisy thing! [laughs]
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Appendix 5
Interviewees: Ross Baynham (RB) and Pete Sunderland (PS) of Instrmnt Applied Design
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 2:30 GMT, 10th December 2020
Conducted via Zoom
NF:

PS:

RB:
PS:

I’ll jump straight into it. A question about the business as this is an enterprise report, in terms of core values for
your business, do you have any and do you think it is important for a company to have values for the business
and the products they make?
Yeah, I mean I suppose it depends on the business, doesn’t it? Some businesses are perfectly valid if they don’t
believe in values or an ethos and sometimes that works, but for our business I think we stick quite closely to a
set of values.
Yeah, we don’t have any written values. We just have things that we generally adhere to, whether that’s the
product, aesthetic, brand, or general ethical values.
Yeah, we always say three things and they’re pretty high in the sky and what most brands and design
companies will stand by, but I think we do think about them a lot. The idea behind what we do is that we try
to build something that is beautiful and well designed, build something that is high quality, and sell it at an
accessible price. So it’s those three things that we try and stick by and actually I think we do, it’s ingrained
into our head. Design is obviously important to us, I think that’s our base level, but when we are speccing our
product, we’re constantly thinking about how we can get the best quality components into it.

RB:

The context around those things are important I think though, so for example the chair [referencing Instrmnt’s
chair] is expensive for a chair, but its only expensive compared to an IKEA chair. It’s not expensive compared to
other handmade, made in Glasgow things so it’s about value and what is really the story behind it rather than
just making everything, I guess, that everyone can afford.

PS:

Yeah, and I think we have more general values that are almost like the values that you hold yourself personally
to in life that we bring into the business, like trying to treat everyone fairly and trying to not have too much of
a [negative] impact on the world and trying not to be too capitalistic, or as far as you can do that in a profit
making business.

RB:

RB: Yeah, certainly recently, in the past couple of years, I say this quite a lot, at the start it’s about making a
product and getting everything out there whereas after a few years you can reflect a bit more and streamline
the business and see where you’re producing and what you’re producing and then try and reflect on that and
reduce your impact on the environment. So yeah, as you mature, you dial in, and we realised we don’t need to
make all this packaging and we can see where we can reduce our impact.

NF:

NF: Have you had any moments that are quite tough to stick to the values? I know making it as good as
possible with premium materials could counteract making it accessible [price wise], have you ever had to draw
back on one thing?

PS:

PS: That’s definitely it. It’s a toss-up between yourself on what is value. When we first started up making
watches we wanted to make them in the UK or the EU. The more we went through the journey with that we
realised we can do this, but its going to be £400-£500 or something, whereas if we choose carefully where
we can source each component and the provenance of each component, so the minute watch [a type of
watch Instrmnt sell] needs that, because that’s important as its the heart of the watch, there’s a lot of tradition
and heritage associated with that. The strap is crafted leather and has a craft connotation with it, so it was
important that it was made in an atelier rather than a factory somewhere. It came down like, where can you
save or where can you compromise on this, perhaps you can compromise on the casing and have it made in
a CNC mill in China rather than having it made in a CNC mill in Germany. It’s about where are you getting the
value from, a machine in one country does the same as a machine in another country, it’s maybe just the final
QC [quality control] or the tag or the provenance that you maybe don’t have.

NF:
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Yeah.

RB:

Cause it was difficult, it is a balance as Pete was saying, if we pitched the original quartz watch as a £600
product it would be lined up against watches that were using the exact same movement but they were being
sold at £100 or £200 and customers would tell us that that wasn’t good value, even though we were bending
over backwards to make sure it was made as close to home as possible. The majority of customers wouldn’t
have seen enough value in the cost increase so we [had to make a decision], and it happens all the time, we
have to make hard decisions. A lot of people do say that with those three things of price, quality, and design
that you have to drop one of them off and I don’t think that’s true at all i just think that you have to make
compromises cleverly and make your decisions wisely to make sure that you cover all bases.

NF:

OK, really well put. You mention there being in quite a tight market with watches and how they can be cheaper,
I assume, if they already have set up manufacturing processes. When you decided to start a watch business,
how did you identify your competitors and find a space where you could fit in and have your own little market?

PS:

At the time, it was redesigning a watch for ourselves so the competitors were the companies that we would
buy a watch from, I guess.

RB:

The kind of things that we had either bought before or would buy.

PS:

When I had studied design before they were always like ‘don’t design for yourself’, but I think it was the easiest
thing to do. There was less market research and then you can only blame yourself if you fuck it up.

RB:

Also, if you are a young twenty-something that likes design then there actually is a very large market of people
like that, so designing for yourself is kind of designing for that big, big market that buys watches at £180.

PS:

Yeah, we weren’t in the market first but we weren’t massively late to the market, it was still an emerging scene.
There was set price points from cheapest to most expensive and there was a sweet spot that we identified. We
actually started out at £160 and then we moved it up £20 a couple of years later. It’s that sub £200 [market], it’s
massively competitive especially now, it’s wild how many companies there are. We always said it was someone
in university having to save, or someone with a part time job having to save that extra week to be able to afford
it.

RB:

Yeah, the market has opened up, definitely. We were really designing for ourselves where if it was a product
and we really liked it then we would save for it and we wouldn’t be able to buy it immediately. I think that
customer is still there, it’s just opened up a bit and we also get a lot of parents buying presents and stuff like
that. It was very intuitive though, there wasn’t loads of hard work.

PS:

There wasn’t a competitor analysis done, or a venn diagram or pie chart or gantt chart. We were just like ‘most
of these other people sell for around about that, we think we’re better than this one and we can see where this
one has value’, so it was like...

RB:

...So we just slotted ourselves in. We were lucky at the time because there was maybe 4 or 5 other big, well
known brands doing the minimalist watch under £200 and then there was lots of smaller ones and we slotted
in below those big guys but higher than the small ones. We did our packaging in an unusual way and we
branded ourselves as a design studio rather than just a watch brand, so we tried to create our own little niche
of just being a little bit different from the other instagram watch brands that were popping up at the same
time.

NF:

That’s cool, you mention packaging there, do you think that is a key part of the experience of getting a product
from you guys then?

RB:

On the first quartz watch that we did it was a lot inspired by instagram. Business was being made hand in hand
with instagram. The flat lays and a lot of deconstruction stuff was quite in at the time, it was quite prevalent so
that reflected in the packaging. It was about giving a journey to the customer so they could help finalise stuff.

PS:

Yeah, It came from that perspective... We were lucky that it fitted into that instagram visual language because
it came from a practical perspective and a perspective of ‘yeah, we want to create a precision instrument that
the customer gets to assemble’. We wanted to make it that size which was the size of a DVD box because we
could get packaging off the shelf that was the size for a DVD box. There was something kind of nice about it,
as an industrial designer, for me, I liked the idea that there was lots of standards to things. You’d know that an
A2 packaging box will fit a DVD case so lets make our box that size. There was lots of practical reasons behind
that and it fit in really well with the instagram aesthetic of these flat lay textures and stuff.
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RB:

And that’s it as well, at the time, there was still a load of quartz watch brands, even ones that we don’t think of
as competitors, they still are competitors. If it’s a present or whatever then that’s the main season or the main
time of the year that people get watches. It was just that differentiator of one, visual impact and then two, an
actual journey and a connection to the product. So yeah, we had to sell it through packaging cause now there
are so many watches that all look the same.

NF:

If the Instagram trend changed, would you adapt to what is current and on trend or would you stick to what
you guys like and if the instagram trend changes you ignore that?

PS:

I think we went more minimal and white than what we actually believe in at the early days because it was such
a big thing, these big, white, super minimal things. We weren’t really making a minimal watch, we were making
a functional product, but we went very minimal, but as we matured and got older and as trends have moved
towards more natural materials and earth colours and warmer colours we have moved that way as well.

RB:

PS:
RB:

NF:

RB:

PS:

RB:

PS:

It’s the thing with starting brands, if you know what people like and what’s working then go for that. It’s easy to
pick a palette or pick an aesthetic through what is proven and then its about growing as a brand and then you
can add in a texture or add a different colour palette as you grow and actually maybe want to use colour a bit
more.
I don’t think we’d ever jump in to trying to do something completely different. We’re always going to be defined
by our style.
A lot of stuff is through materials and the materials define the finish or the colour or whatever. So you can
paint metals but usually we use natural finishes in metals and then leather so that already gives you a set
colour palette and then the branding is never mental either, it’s just finding wee touches or little finishes that
supplement it.
Cool. Do you have any room for feedback from customers? If they want a new product that you don’t make
is there a way to request something from you or complain if they have something that they don’t like about a
watch?
One thing I’ve wanted to do for a while is dial in and get a bit better at customer feedback so i think that’s
something at the start of next year that we’re going to do. Obviously we get feedback through retailers,
basically buyers from stores will tell you what they think and they’re obviously very experienced in that. Also
just customers through social media and stuff...
Yeah, we get emails all the time about stuff. Stuff like ‘can you put a red hand or improve the size of the
window’ and some of it is really good feedback and some of it is just that you don’t like our visual language so
you should go somewhere else type thing.
Yeah, it’s good that people give feedback but a lot of it is people not knowing about the manufacturing process
and asking for one offs of things or asking if you can make this one thing for me and we’re like ‘well that’s not
really how the world works’.
Yeah, the idea that we can make one red hand and then fit it to a watch... [laughs] our manufacturer wouldn’t
be too happy about that. I think we’ve actually probably got better, when you see the same comment again
and again on social media , I think we’ve got better at just thinking ‘should we do that face’. It’s a balance, it’s
like we are the designers, so we should be offering things... it’s like what Apple did, nobody wanted any of that
stuff but they designed it and said ‘actually I think this might be useful to you’. You’re not going down that
same route, but it’s the same idea of ‘well we’re going to design something and you can see if you want it or
not’.

PS:

I think it can go two ways. I think for a time we were focused on blowing it up a bit, trying to get as big as
possible to then walk away, like sell to someone else and walk away but I don’t think that’s really realistic now.
It’s definitely easier and more manageable to keep it as a smaller thing.

RB:

Yeah, it works as a smaller thing, but we’re expanding product ranges and doing some more experimental
things so it might be nice to split it so that we have a ‘lab’ section that does more wild shit and then a ‘standard’
section.

PS:

We will be getting more experimental...

RB:

Yeah, definitely more experimental. Like we said before, we never really had a business plan so it’s just like see
what comes and then do it. There’s more product ranges coming, we used to chase our tails and just do the
one watch production and just chase our tails and be late on that but now we’ve had a chance to regroup and
that’s what this past year has allowed us to do, to develop a couple of projects in summer that are really long
term, maybe a year ahead or two years ahead. It’s good to have a few different things in the pipeline.

PS:

Yeah, if the projects we’re working on right now go to plan, next summer could look really interesting. They’re in
totally different categories and it could be a really unusual direction to go in for us if they go to plan time wise,
but it’s always difficult, you never what’s going to actually work out.

RB:

Yeah, timing catches folks out.

NF:

That’s great, I’m excited to see what you do.

PS:

Yeah, yeah. Also, relying on other people is always difficult as well, a lot of those projects we don’t have
complete expertise in it so we’re relying on other people to show up and do their bit as well so we’ll see how it
goes.

NF:

Would you be tempted to bring more things in-house or is that not a possibility?

RB:

So, yeah there is a couple of things. We do the building of the umbrellas downstairs and I’d like to do a couple
more of the watch things in-house, maybe something like some kind of strap or maybe a dial in-house. I’ve
always wanted to do a lot more manufacturing in-house but when we did the umbrellas, the amount of
wastage, and when we did the clocks, the amount of wastage of things that could so nearly be sellable but
there was this one little thing wrong with them so they’re fucked, basically. So what our manufacturer of
watches must go through with QC [quality control], the amount of little things that we never see since we
never ship the shit ones. I’ve got so many umbrellas downstairs that I’ve tried to glue in correctly [and failed].

PS:

And even the process of a professional manufacturer getting to the point where they can churn out watches...

RB:

Doing it for years.

PS:

...yeah, yeah, just years of honing. It would bankrupt us if we tried to do all of that in-house, that’s kind of what
we touched on earlier about working with China. Manufacturing in China is still a dirty phrase, people don’t like
to talk about it. That’s going to change so much over the next 5 or 10 years, China is way further ahead in terms
of the technology and machinery that it can use for a lot of the metal processes we need and we obviously
make sure that we are working with factories that treat their workers right and stuff like that, so if you can get
those 2 elements correct, there’s absolutely no harm in working with a good Chinese factory.

RB:

Yeah, stuff in house is about reducing your battles, if you can add value to it by doing it in house, either through
craft or something like that, then it’s a worthwhile undertaking, I think. If you’re doing it in-house and you’re
doing it worse than if you were paying somebody then there’s absolutely no point.

NF:

Yeah, its that thing about telling people what they want. I think it was Henry Ford that said if he had asked
people what they wanted they would have wanted a faster horse, not a car.

PS:

Yeah, worse and more expensive is a waste of time.

PS:

Yeah, exactly!

RB:

NF:

You talk about wanting to do customer support in future, is there any other big plans for expanding? Do you
want to grow bigger or do you want to stay in control of a studio rather being corporate or anything like that?

But yeah, we have talked about doing engravings and stuff that we don’t actually offer, but we should offer
that in-house, more dials or straps. We offer the customisation on the website so maybe we’ll do some stuff
that follows on from that.

NF:

Customisation you don’t currently offer, did you say? Or you do?

89

90

RB:

We basically have a builder on the website, so you can choose your strap. We used to just offer set
combinations to customers which worked really well for us for a while, but now we can just allow ourselves to
be a bit more flexible and allow the customer to be a bit more flexible in what they want.

PS:

If we did, for example, a higher priced range that we made the dials in house, and we were putting the glass
on as well, then it would allow us to offer a lot more, because right now we get a watch head in that has got
the dial and the glass in place and the hands so we cant really change anything. If we did do that in house for
a more expensive range then we could give customisation to most of those combinations and you could get 5
combinations instead of 2.

NF:

Is that something customers want then, more customisation?

PS:

You know, that’s an interesting question, we haven’t done the research. Well actually, no, we have done the
research because a lot of our time is people messaging us on social media or emailing us saying ‘I want this
watch with this strap’, and we thought well why don’t we go straight ahead and let them do it themselves so
that is something we want. There is something, completely to do with the conversation we had earlier, this is
not a Nike ID [Nike’s customisation service] thing, you don’t want to give a customer full control to do whatever
they want, because we still want our stamp on it. So it’s getting that balance again, giving people a say...

RB:

Give them control, but not full control. Let them feel like they’re in control, but you still have a curated selection
rather than having loads and loads of stuff.

NF:

Would you feel guilty if they managed to make a watch that looked bad through your website and you had to
send it out?

RB:

There’s a couple of dubious strap-things going out but it cant be that bad because they’re all nice straps that
are on offer.

PS:

I think you’re the same [speaking to RB], I don’t really like when the black dials are with the tan straps, theres a
brand MVMT that are famous for that style that we don’t like, so people choose that and its always like ‘eurgh’,
it’s kind of annoying because the black watch is great with dark straps and the tan strap is great with light
watches.

PS:

The thing is, all these ideas are always supplemental to the bread and butter, daily stuff so quite often they do
fall by the wayside, but I think it’s important, I think its a really interesting thing. E-commerce has come a really
long way, everyone thinks e-commerce has been around for 10 years, and it has, but it’s only in the last 2 or 3
years that its really come into it’s own. The physical shop experience is still much better so theres going to be
some really interesting things coming in about how you really connect to customers.

RB:

Yeah, it’s going to be interesting for physical [stores], because I think everyone’s pretty much fucked, so the
sort of stores that will survive are the ones that already have something about them and they’ll probably
thrive more and then in that setting it’ll probably be more like stalls and stuff so theres space for a bit more
conceptual design rather than you having to offer... like, if we did an idea, like a vending machine or some kind
of store install, if you did that for one shop then I guess maybe some other would want it but I guess you can
definitely pick now, like pick and choose, and you’ll have one outlet in a certain country rather than having like
2 or 3, but it’ll just be the best.

NF:

Do you reckon stuff like pop up shops would be the new thing then, post COVID, because no one’s going to
want long term brick and mortar shops?

RB:

Well, its difficult. Like, we’ve done pop up shops just for sample stools and stuff like that but it’s going to have
to be a lot more considered rather than a guy just doing a pop up shop or whatever, maybe just a bit more
thought and a bit more concept behind it, perhaps.

PS:

Yeah, I think brands themselves, seeing through their online retail that theres a market... like, Seoul is a doing
really well for [us as] a Scottish brand and just biting the bullet and opening a shop there for a month or two as
a branding exercise is a way that you can use online retail in a physical sense, it’s like using the data you’ve got
from online to create a physical thing.

RB:

I’ve never really thought about that point, but you want a shop there for a month, you don’t want a shop there
for 2 years because it gets tired so if you could have this travelling shop that’s a physical manifestation of your
online presence then, yeah.

PS:

It’s like introducing people to the brand physically but then they can always get it, you can always get a
product online somewhere if you want.

NF:

Yeah, I like that, I think that would be cool to have the physical thing to introduce them to you and then after
a month, most people have seen it on the high street, and then you can go to your shop online, that makes
sense.

RB:

There’s a couple of black and brown ones going out and I’m just like thats a really odd colour combo. I know
from myself from using customisers that sometimes you just want wild shit. That’s why maybe we’ll have two
tiers, like a lab section where you can do really wild stuff and then theres a base level thats like this is the brand
and maybe a sub-brand or something.

NF:

Do you reckon the retail experience plays a big part in people wanting to get a watch from you then?

PS:

Exactly.

PS:

I think it used to more. We’re not in nearly as many retailers as we used to be. We’ve always struggled with it
and I wish we put more effort into it and I think we will put more effort into it. I think the buying experience is
really important, when you’re in a really good shop getting really good service and at the end of it you get a
product thats in a beautiful bag and its beautifully wrapped and you open it at home and the packaging and
the experience and the copywriting and stuff is all great, thats just all a branding exercise, you’re then proud to
say to your mates ‘oh I’ve got this product’.

NF:

When you did your redesign of your shop in April, did you notice a jump in customers?

PS:

I think we noticed a real... I mean, this was 6 years on [after starting the business] so the brand was tired,
the website was tired, we were using a generic site, this was the first time we’d used a web developer to do
something. So, I definitely think there was a freshness about us, people were starting to talk about us again
after a lull, I think customer numbers have gone up. It’s difficult because obviously we’re in such a weird time
[referencing COVID].

RB:

I think they’ve gone up.

PS:

It feels like they’ve gone up and it feels like there’s definitely a new impetus behind the brand and I think thats
so important. If you look at anything you do, if you look at your facebook pictures from 6 years ago, not that
you use facebook anymore, but everything you do 6 to 10 years ago you kind of... not that you regret, but it just
seems weird or tired.

NF:

OK, thats cool, so do you have have a preference between physical store sales and online store sales, does that
make a difference to you from the business side or is it just about getting the products out there?

RB:

I think it really slipped for a while, we were just doing e-commerce for a while, just putting things in a box, so
it’s making sure that everything’s considered isn’t it? One of our favourite things is giving people free stuff,
you know when you buy things you just get some nice free bits. Sweets or pencils or things like that. I think a
lot of it is, we redid the website in March or April, but even that online experience we’ve thought about doing
something like AR [augmented reality] just to help show the watched a little better. Maybe something more
interesting or more experimental ways to connect with customers. We talked about doing an install in a shop
somewhere with a vending machine, a watch vending machine. Something like that may be quite interesting.

RB:

91

I mean, obviously I would rather people bought from us because we can control the full journey and we
get more of the margin but there is something nice about people going in and seeing things curated and
surrounded by other brands. A lot of the problem, I guess, sometimes you get people buying from another
retailer and there might be bits missing, like with the unassembled watches we made, there might be bits
missing from it.
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PS:

Say they’ve got a store room and they don’t really care about your product...

RB:

Yeah, so we were using foam back in the day for inserts and people were putting the watch in upside down and
fucking up the foam and stuff like that. It’s better for us if they buy it direct and we can control a lot more.

PS:

If it’s the perfect store, if they’re doing the perfect thing and you’re surrounded by brilliant brands and they’re
looking after the product and they’re educated on the product, then that’s definitely how you want people to
buy it. But, from a business perspective, us selling online has the lowest overhead and its the quickest sale and
it doesn’t involve humans, which are expensive, you know it doesn’t make sense from a business perspective.

RB:

We get to have a direct dialogue with the customer as well, so if they do want something changed then you
can do it rather than somebody going back and speaking to you through a third person. There was one shop
that we absolutely loved and we were like ‘great, we’re in this shop’ and we went down to see them and then
the product was just in a glass case under some clothes and you’re just like... [sighs]. People were complaining
that they weren’t selling the product and its like how can you sell it if you cant see it!

PS:

They had the cheek to say ‘aw, its a bit slow’, it’s like... the products hidden. You can’t buy what you cant see!

NF:

Yeah, I can see how that doesn’t ship when you don’t let people see the watch! You mention margins earlier,
have you got a rule for how you work out the pricing or is it just sort of free balled completely?

PS:

It depends because usually we’ve got pricing in our head thats important and thats often based on
competitors, but also what we think it’s worth. For the vast majority of the time you take your manufacturing
cost and you double it and add a bit and you get your wholesale cost and then you double it again and you
get your retail cost. That doesn’t always work, but you’ll find theres a lot of products, such as watches, that are
heavily defined by those markups. The manufacturers know that you sell for £180 so they sell to you, funnily
enough, at exactly the right price to do that.

RB:

That’s ideal, some of the things we want to do are a bit higher spec or a bit more different or experimental and
we might have to miss a bit of margin somewhere but hopefully we can earn that back, whether its being a
bit more economical with the packaging or trying to...not trying to cut corners but maybe we use grey-board
boxes, we could use grey-board boxes covered in really expensive paper. That’s where sometimes being an
industrial design studio comes in handy, rather than being a luxury studio where you have to make everything
out of really expensive, heavy boxes.

PS:

Yeah, we can use really quite industrial materials which we like but are also naturally, usually, pretty well priced.
But it’s difficult, it’s that thing of if you do want to do something more special but you think that the margin’s
not there you might want to do it anyway because you might think it’s more special, it will get more press,
people will come to the brand because of it, so you can take a bit of a hit on it.

RB:

We’ve sometimes done things in a smaller batch for the first run to see if it flies, then if you can keep the price
the same then maybe if you do the next batch in larger quantities then the price breaks for doing a thousand
or something come in so you can hit your desired price and make your margin. Sometimes you just have to
swallow it a wee bit, but its all good.

NF:

Cool. Just to wrap up then, what do you think is the most important thing you’ve learnt since starting the
business?

PS:

Difficult one...

NF:

Yeah, it’s very open and tricky.

PS:

I would say the main thing, which comes across negative but you need to take it in a positive light, but it’s the
fact that what you learn is for the most part, people will let you down a lot, people get stuff wrong and you kind
of need to take ownership of that. If you want something done right, we’re now experienced enough along this
process that we need to take ownership of it and really direct the process because if you just email somebody
and say ‘can you do this for me’, it’ll probably go wrong, they’ll probably not get it very well. So we kind of try
and take ownership over as much of the process as possible.
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RB:

I guess through that as well, you see everything but the customer only sees what you put out. There might be
mistakes in the product or something, the might be good mistakes or they might be bad mistakes but you can
tell the narrative through how you want it to be perceived rather than through what it is.

PS:

Yeah

NF:

Brilliant

PS:

We need some better lessons learned.

NF:

[laughs]

PS:

We’ve learned a lot of lessons, we’ve talked about this before, we were actually going to do a talk with the
V&A...

RB:

Trademark in China, thats what you can say.

PS:

Yeah, yeah. We absolutely fucked it on not getting a Chinese trademark and we’ve been in a copyright battle
with a company in China because of it. I don’t know if that’s even a good lesson because it wasn’t our fault, we
didn’t do anything particularly bad. But yeah, we’ve actually learnt so much, its actually hard to focus it down
to lessons. But that’s what I was saying, we were actually going to do a presentation for the V&A about lessons
learned through business so if we firm that up a bit then we’ll send you over some of the pertinent lessons.

NF:

Great, hopefully that comes through and I can watch it or attend in person if it happens post COVID.

PS:

It might still happen. Probably spring or summer maybe.

NF:

Alright, that was great, thanks very much for your time, I really appreciate it and i know you guys are very busy.

PS:

Cheers, hope it goes well.

NF:

Cheers, bye.

RB:

Bye

PS:

Bye
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Appendix 6
Interviewee: Jacqueline Fitzpatrick (JF-I) , facilitated by Julia Fitzpatrick (JF-F)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 11:30 GMT, 3rd January 2021
Location: Conducted via Zoom
JF-F:

OK, that’s it recording now.

NF:

OK brilliant. Do you want to start off with the normal kettle you used before this Ucello [brand of kettle
designed for elderly people] one and walk me through how you would use that?

JF-I:

This one [showing a Russell Hobbs kettle], I’ve had for quite a number of years and I’ve had a duplicate of this. It
was fine but not now. I can’t lift it to the tap, I have to use a plastic jug and fill it like that, with the jug, because
it’s too heavy for me if it’s got water in it. I can just about manage it that way [showing how she would tilt the
kettle off the base to fill a mug without lifting the kettle upwards]. One of the things I’m thinking - to have to fit
it onto that base all the time, if your eyesight’s not great, you can miss it. And that would apply to this one that
Julie brought up from her Bi-mobile, I would need to fill that also from a jug. Although it’s much lighter, I would
still need to fill it with a jug and I would still need to move it back and forward to get it on that [referencing
raised part of kettle base the kettle needs to be put down on].

NF:

And why would that be, just again the weight?

JF-I:

Yes, just the awkwardness of it. If somebody could do it for me... and then there’s four wee knobs you’ve got to
fit it into, which is a very bad design.

NF:

Because you have to be too accurate?

JF-I:

Uh-huh. It wouldn’t be a bad design if someone was around to help you, but the object of these things is so
that somebody disabled can do it themselves. And as for the tipping, I haven’t got any water in it right now but
oh my god I could have got burnt!

NF:

It doesn’t feel safe to you, that tipping mechanism?

JF-I:

No.

NF:

Why is that, do you reckon?

JF-I:

Why is it someone would get burnt?

NF:

What feels unsafe about that?

NF:

So even the lighter one would still be too heavy once it’s full of water?

JF-I:

It’s just unsafe, having to tip it to fill your cup.

JF-I:

It would be awkward to see where I’m going.

JF-F:

Do you think you wouldn’t be able to control the water?

NF:

Yeah, because it looks like that’s quite high, the thing that you need to put it on to compared to the other
[Russell Hobbs] kettle.

JF-I:

No, no. When I tried it with your dad, and no, I would have got burnt.

JF:

Yes, this one’s not as high, certainly, and it’s in the centre.

NF:

Really, compared to a regular kettle, what’s different between those two?

NF:

Having it in the centre, is that easier for you to work out where it will slot on if it’s right in the middle compared
the other one being to the side?

JF-I:

It was coming out too fast.

NF:

OK.

JF-I:

Looks like it, yeah. I’ve never used it, Julie just brought it up today.

JF-I:

It would definitely not be safe for somebody on their own.

JF-F:

Another thing is that theres a colour contrast on that [referencing a black docking point on white kettle base],
which there isn’t on the other one.

NF:

NF:

Yeah, very good point.

JF-I:

Alright. Another thing me and dad noticed was lifting it, because the base of the Ucello one is so high, even for
me being quite tall, I had to lift it above shoulder height to get it back on that base. I thought that was quite
surprising.

JF-I:

To my mind the thing is the base. In both of the, it would be much easier if it was like that...

NF:

NF:

If it was like the Ucello one?

JF-I:

Yes. If it was just not having to get it onto a base, and that applies to both of them

NF:

OK.

JF-I:

And for this one, I’ve never seen anything so ugly in my life.

NF:

[laughs] Not a fan of the looks then, that’s quite clear!

JF-I:

It is ugly. There’s no way I’d want that in my kitchen. I think in order to use that, you would need somebody to
help you. You couldn’t do it yourself.

NF:

Why not?

JF-I:

You still have to fill it with a jug of water.

NF:

You wouldn’t lift that under the tap either?

JF-I:

No!
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JF-I:
NF:
JF-I:

If I was doing it, I would just have to fill it with the jug, the same as the other.
So that one [Ucello] is actually a step back for you then basically, if the pour feels more unsafe and you still fill it
the same way.
Yes
OK. Have you been finding it difficult then for you to find a kettle for you to use?

NF:

Well, yes. I found a photograph of my wedding presents and there was a kettle as part of the wedding presents
and I remember that because we used it for years. It is an electric kettle but you can get them, if you were in a
holiday house, that are not electric and you just lift it and fill it from the tap and you put it on the hob and put
the gas up. I’ve seen them using it in old films, that shape of kettle. But the base is rounded, and flat, you’re
not fitting it onto a thing [base], it’s just flat and it sat on your work surface. There is a spout and the handle is
up over the top, and I can’t see it but there must have been a switch there when it was electric. That’s the one
I used for years and years and years. It was very functional, it went to Africa with us, and this is 19... what, 60
years old now. That was 60 years and served very well. To my mind, the answer is to have a flat base and have a
teapot up, and there is a lid with a handle and you just lift the lid.

JF-I:

And would you fill that up with a jug as well or would that be small enough to fill from a kettle?
No, if that was light I probably wouldn’t. Oh thats good where did you get that? [speaking to JF-F]
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JF-F:

I’m just going to show you this Nick.

NF:

Yeah, great.

JF-F:

[Showing a photo of a Le Crusset camping kettle] That’s a Le Crusset camping kettle so there’s no electric
points but I think from what what mum [JF-I] was saying, it sounds like the design was not unlike that.

JF-I:

If it’s Le Crusset, it will be far too heavy.

JF-F:

No, because it’s a camping kettle... I think quite often they’re made out of aluminium actually so they’re light,
well it won’t be aluminium but a light metal or tin. But the one you had, you could plug in, so it was like that
shape but with electricity, it would have a cord.

JF-I:
NF:
JF-I:

Yeah. That was helpful in terms of the kettles. I’ll maybe compile some and see if you can pick your favourites
or I’ll maybe do some sketches and you can see if they would be better for you to use down the line.

NF:

Not so much for me because I’ll just struggle away but I think if you’re doing it for handicapped or disabled
people, people with arthritis who can’t grip properly, because that’s the problem with the grip, it can get
weakened.

JF-I:

And that’s when it becomes hard to hold on to the handle?

JF-F:

Yeah. You’ve really got to hold on to the handle and that bit [the main body of the kettle], and that’s when the
water gets too hot [too hold]. And then of course struggling to get it on to the stand. So, to my mind, a flat
surface.

JF-I:

Yes, but they were available just to put on the hob, you know in the shops.

JF-F:

Can I just check then though now, just thinking through it; See that lid, was that the sort of lid you had? So, it
would actually unplug and leave a big hole.

JF-I:

Yes, yes.

JF-F:

So actually, what you’d now have to do is then get and line up that lid and put it back on.

JF-I:

Yes, yes.

JF-F:

So, I suppose I’m just wondering if what seemed like something that was ideal to you 45 years ago...

JF-I:

60.

JF-F:

60... might not actually be as ideal for you now as you think it would.

JF-I:

Well, I do think it would. I’m allowed an opinion and I do think that would work.

JF-F:

It’s just you can’t try that.

JF-I:

I don’t need to try it, I can see that that would be, because I used it all nearly 60 years so I know it works.

NF:

OK. So, if you imagine my hands as the handle [using my hand to replicate the shape of a top mounted kettle
handle], I normally struggle to get the lid bit off, I always get my hand caught in that space, but do you find
that actually easier than a regular kettle lid [meaning a flip up lid].

JF-I:

Yes, I would think so. The thing about these ones is the lifting to get back on the stands. What I think is ideal is
a flat surface without having to manoeuvre on to a stand.

NF:

OK, so would you just prefer hob kettles then, would that be fair to say? Would that be a better solution than an
electric one?

JF-I:

Well, no they would both work. It’s the shape of it that I found. I have memories of using that kettle in my
photographs. It’s because of the shape, but flat and maybe not up as sharp.

JF-I:

What about this one, it’s called a Jacqueline kettle. [laughs] It’s £300! It’s a Bugatti. Seriously.

NF:

Yeah, I saw a few of those. I don’t know why Bugatti makes kettles.

JF-I:

Have you looked at those?

NF:

I’ve seen a few yeah, trying to get an idea of price ranges and they make a few different styles.

JF-I:

JF-I:

But it looks as if you’ve got to put it on a stand.

NF:

JF-F:

Is that shape better? It’s sort of like a handbag.

JF-I:
JF-F:

NF:
JF-I:

Or I suppose, a stand... It’s almost like there’s the design of the kettle and then there’s the design of the stand.
There must be something that you can do it, almost like a mini-induction.
An induction stove?
Well, you know how an induction hob, the heating is all by a magnet, so if you had a base for a kettle that was
basically that same thing, then you wouldn’t have to line anything up, because it’s basically as long as the
magnet and the bottom of the kettle... and that was also mean you could use it as a stove top or as a base.
Yeah, that’s a very interesting point, it would make life easier if there’s no need to fit it on to a certain slot.

NF:

I’ve even thought of an induction hob for me, not that I’m changing, in the kitchen because my pots, when
they’re very light when there’s nothing in them, aren’t stable. Anyway Nick, this is your project.

JF-I:

No, I love hearing different ideas, this is really interesting. I’ll ask you more questions related to the business
side of things; Do you feel that businesses are currently making enough products that meet your needs?

NF:
JF-I:

NF:

JF-F:
NF:

JF-I:
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It’s like a big handbag yes. And there’s a wee plug at the side there. But just looking at the photograph that
looks like a stand at the bottom there, maybe they have to have that for safety. Anyway, I don’t know if any of
that helps Nick.

Say that again?
So, do you think right now businesses are designing with you in mind? Are kettles or any sort of household
product or anything like that being designed to be useable by you or elderly people or disabled people?
Well, I would think there would be a market for that if it was explained to them. You see when they got rid of
these old kettles and brought out these [new electric kettles] they became very fashionable and they were
everywhere. Everybody had those kind of kettles. It was only if you went to a rented accommodation in a farm,
for example, you had the old fashioned kettle that you filled and put on the gas stove. So there is a market it
bed and breakfast places because in hotels and bed and breakfast places they’re all like that, a small one that
has to fit on the stand. That becomes, as you get older, a struggle to do. If it was marketed properly, and people
got away from this modern streamlined kettles that they’ve brought in, because you couldn’t get the other
ones probably, you were stuck with that whether you wanted it or not.
OK, interesting. Do you think it would be easier, my idea right now is to have a kettle that you wouldn’t lift at all,
you would have a mug that slots in the top and it would fill it that way. I know that’s hard to picture right now,
but do you think the concept of a kettle that you don’t have to lift would make your life easier?
You mean like your coffee machines when you put your cup under?
Similar to that, but in this case, it would be a mug that magnetically attaches to the top of this kettle and there
would be a mechanism that fills the mug up from the bottom basically.
That’s too complicated for me to understand [laughs].
[laughs] It’s hard to explain without images showing it, but ignoring how it it actually works, does the concept
of just being able to slot a mug on top and fill up that way and then you take it away, does that sound like it
would solve these issues for you?
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NF:

No idea! [laughs]

NF:

OK. Would you prefer to feel a bit of warmth on the outside or would you prefer it to be completely neutral?

JF-F:

Do you make your tea, for example, in a teapot rather than just in a mug?

JF-I:

JF-I:

Occasionally I make it in a mug, Occasionally I make it in a mug if I cant be bothered with the teapot, especially
late at night where I have to wash up, I like to keep everything clean.

NF:

No, not at all. I don’t want that. Although I know my friend who is blind, and I need to have the light on to see
if there’s enough water in there. She’s got a gadget that she puts inside her teapot to know when she’s at the
right level, but that’s something the blind people get.

NF:

But you normally have a teapot then? So it would be kettle to teapot to multiple mugs after that?

JF-I:

Yes.

NF:

OK, that’s interesting. I need to keep that in mind, that not everybody just uses mugs.

NF:

JF-I:

No, not everybody wants a mug. I mean it certainly is the easiest way, but a teapot you can get two cups
without having to use another teabag and all that. It’s alright if you’re just going to use one teabag, but if you
want a teapot to maybe get three cups, I can even get three cups out of my small teapot.

JF-I:

NF:

OK, that’s good. I’ve never really used a teapot so I need to keep in mind that there’s all these different ways
that people would use a kettle that I certainly wouldn’t.

JF-I:

Right. Do you want to see my teapot?

NF:

Yeah, that would be good.

JF-I:

[Showing small china teapot] So, although that’s got a base, it still goes down quite easily. It’s got the handle
and the spout, and that [lid] comes off quite easily. So that’s a very good size.

NF:

Do you hold it like that then? With one hand around the handle and one hand around the spout?

JF-I:

Now, because of my hands sometimes shaking I hold that [handle] and I keep a piece of tissue there [below the
spout] in case that’s hot and drips. I keep a piece of kitchen paper there when I’m pouring.

JF-F:

[showing photo of a kettle on her phone] I’m just going to show you this Nick, it’s got an ergonomic and cool to
touch handgrip which I’ve never seen on either spouts or handles or teapots.

NF:

Yeah, I was speaking to dad about that, I don’t know why handles are never covered in rubber or silicone or
something to make it easy to grip.

JF-I:

Well, the one wee kettle I used, the other wee teapot I use is a stainless steel one, that’s quite good as well.

NF:

Alright. If you were to summarise the main features you want in a kettle, what would they be?

JF-I:

Ease!

JF-F:

[brings over a large metal teapot]

JF-I:

No, it wasn’t that one. That’s my big one, I only use that one when you’re around to help me because it’s too
heavy when it’s got water in.

JF-F:

[brings in smaller metal teapot]

NF:

OK, that’s really small. Does that hold one or two mugs of water?

JF-I:

I’ll get two out of that one [small metal teapot] and then three out of this one [China teapot] . But that one
[small metal teapot] just lifts like that [showing lid flip wide open]. It just flips over and it’s got a nice wide
opening to get the water in.

NF:

Is a wide opening important for you?

JF-I:

Yes. That’s quite important. Strangely enough that [small metal teapot handle] doesn’t heat up. Whatever it’s
made of doesn’t get hot.
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JF-I:

NF:

And that’ll be something that you have to buy separately and add on to the pot.
Well that’s what the social work department would have to buy. I don’t think that she would have paid for it.
These are the people that you need to market for, social work departments, because they’re the ones that
would be paying for it.
Alright, that wraps up all the questions I had.
I don’t have any questions at all, other than good luck.
Thank you.
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Appendix 7
Interviewee: Julie Law, person with arthritis (JL)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 11:00 GMT, 17th January 2021
Conducted via Zoom

JL:

Yeah, and also if it is quite fiddly to get off and on, as well as not having the power, people with arthritis have
absolutely no fine motor skills or real dexterity, just because their hands are not functioning so if it’s at all
difficult to get onto the base or get a lid on or anything like that then that’s going to be inhibitive as well. My
kettle has just got a big old button there [on the handle] that I can manage to press and I can get it filled up.
But if you’ve got to try and take lids off and try and position it on things carefully [it will be difficult]. There’s no
accuracy of movement, you’ve lost your accuracy of movement as much as your power and dexterity.

NF:

I’ll jump straight into it so I don’t waste your time. You know my project is about kettles, can you just walk me
through what you would use a kettle for normally?

NF:

So, for my project, I’ve designed everything as a circle with chamfers so you could slide things about and it
would slot into place, would that make your life easier?

JL:

Obviously making lots of tea. I’ve switched over to a coffee machine just so I can cut down on how often I have
to use a kettle because obviously a coffee machine is easier. So, cups of tea, boiling water to add to stuff like
frozen peas to cook, so little bits of cooking. That’s about all I can think of because I do try and avoid it as much
as possible.

JL:

Absolutely, absolutely. If there was something that if you put it down even slightly off it would skink it into
place [that would be good], but if I have to match things up really carefully while holding something heavy, not
a hope.

NF:

Why do you try and avoid it?

NF:

Good to know. Going back to the coffee machine, what makes it easier to use, specifically?

JL:

Because it’s painful. Because it’s potentially very dangerous. And because I’m not entirely trust full of a kettle or
my body in keeping myself entirely safe.

JL:

NF:

OK and what parts, specifically, of the kettle or the process of using the kettle are potentially unsafe and
painful to use?

JL:

They can be surprisingly heavy. Once they are filled with water they can be quite heavy and my arthritis in
my hands is very bad, and my wrists. I’ve tried various different styles of kettles, but if you are holding it like
that now [showing how she wraps hand around vertical handle], now I have arthritis in every single one of my
fingers, so I have limited [dexterity]. If I make a fist, thats the tightest fist I can make [not very tight], I have no
grip and I have no power in it, so that’s not very safe. If my wrist was better, then to a certain extent the wrist
would do the work, but I have arthritis in my wrist as well. So, holding it like that is not safe, so what I would
normally do with other objects that I’m carrying is use that hand there [second hand], but I can’t touch it. I
can’t use my second hand to try and stabilise it, so it’s not stable. It’s something in your hand that is containing
potentially very dangerous liquid because it’s very hot and it’s not stable and I don’t trust myself that I’m going
to be able to grip it and hold it. I’ve tried different ones, you know the ones that are the bell shape with the
handle over the top and they’re not really any better. You can grip it better but you can’t move it at all safely.
So yeah, it’s the fact that it could scold me very badly and that has potential dangers in itself, and it’s the grip. I
know this seems like I’m jumping around, but my arthritis like many people’s, an increasing amount of people’s,
is an autoimmune disease, which means that my immune system is completely not functioning well. So, I’m on
a lot of immunosuppressant drugs which people, certainly with Rheumatoid arthritis, are on. Now what that
does is it suppresses your immune system so that means that any injuries I have, including burns, take much
longer to heal and are much more susceptible to complications. So, as well as going ‘I don’t want to scold
myself’ I am also aware that should I scold myself, that could become really quite problematic because my
immune system is not functioning.

Because I’m not lifting anything up. I’m not lifting anything up other than the cup. I don’t lift up the water
chamber and go and fill that, I’ll trot back and forth with a small jug that I can handle and just top it up. So,
once it’s topped up for the morning then it’s just a case of putting in my cup, pressing the button, and there’s
my coffee. Now I have tried it, because I’ve got the little tab for my Tassimo [brand of coffee machine] that you
can slot in and get hot warmer for tea, [it’s] absolutely not the same! You’ll know yourself if you’re a tea drinker,
water needs to be boiled in a kettle and poured on a teabag for it to really taste like tea. So I have tried it for
tea but you just go ‘eurgh’, that tastes like European tea, that doesn’t taste right. So the coffee machine I use
because it’s a case of I can slot my mug in, press the button, and that’s it done; But it doesn’t work for tea, tea
needs to be brewed.

NF:

So, there’s still a need for a kettle then?

JL:

Yeah. I think because the Tassimo machine, and I’ve tried the Dolce Gusto [coffee machine] as well, the water
that comes out isn’t proper boiling. Whether it’s not hot enough to release the proper flavours of the tea or
something like that, I don’t know, but it doesn’t work for tea. It doesn’t taste right. Maybe because it’s going
through a machine that you’ve just pumped loads of coffee through, [laughs] I don’t know.

NF:

Yeah, you’re getting a tea-coffee hybrid there! [laughs]

JL:

Yeah, it’s just not right. So, it doesn’t work for cups of tea.

NF:

OK. So, the last couple of questions are on more business and enterprise types of things because that’s what
module I’m on. Do you think that businesses right now make products that are inclusive enough right now, do
they consider the needs of people with arthritis and other similar needs?

JL:

No, I really don’t think they do. I don’t think they’re actively thinking like that, I think there’s certain designs
that I’ll go for. For example, when I go and get my knives or cutlery or utensils, I’ll always pick a design that
has a much larger rubber handle that makes it much easier for me to grip and I don’t have to tighten my hand
so much. They’re not advertised as being ‘this is really good for arthritis’, it’s just a case of [thinking] ‘yeah the
material they have used is slightly more rubbery and tacky so I think that will be slightly better for me’. When I
go to the occupational therapist and look at the recommended specialist equipment, it’s very limited. It’s very
NHS looking, if that’s a term.

NF:

Can you elaborate on what that means?

NF:

OK. Have you tried using any kettles that are designed to be easier to pour? There’s a Ucello kettle that is on
this big base that tips easy and there’s kettle tipper attachments, have you tried anything like that?

JL:

I am getting towards that now. My thought about that was, does it lift off completely?

NF:

The Ucello one does, there’s a base that has this tipping thing built into it and you can pick it completely up.

JL:

I suspect that is where I’m going to have to go. I have made some adjustments in the kitchen to how I work, and
I think that is my next step because I am beginning to accept that I can’t really use a kettle.

NF:

I think a bit of shopping advice, I’d say the spout and the pour of it are really good, but because it’s got that
higher base, actually then picking up the kettle to put it on the base was even harder to get on because it was
so much higher. And of course, you know yourself, the weight of water is the weight of water, this doesn’t make
it lighter and you’re still holding the weight so if it’s an issue now it’ll be an issue with that. But it makes the
pouring easier, certainly.
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JL:

Just a bit institutional looking. It looks like it’s a specialised tool for you, I want my kitchen to look nice, I want
things to look good. I think it’s so functional that it reminds me I have a disability and that I’m using specialist
equipment for a disability, and I don’t like that. A similar example would be the walking frames for older people
that can’t move, you just think they look so shitty, why can’t they make them look really nice? They look like
specialist tools. They’re either bulky or not necessarily well made, they don’t look nice and they don’t feel nice
to use because you’re reminded that you’re using stuff for disabilities. So that’s at the occupational therapist,
and I am very grateful for what they give me. There’s also places you can go to, there’s two in Falkirk, one of
them is in the sensory centre, which is a big centre for people with sensory disabilities and they’ve got a shop
there and they house loads of disability stuff. That can be quite good, but you have to know it’s there! There’s
another shop right down the very back, hidden away in Falkirk, called something like ‘Access’, and it does
disability stuff but it mostly focuses on mobility scooters and stuff like that where the sensory centre focuses
on stuff for the house. I haven’t been on any internet sites, I haven’t really gone on there, possibly because I
don’t want to, I don’t want to feel disabled, if that makes sense.

NF:

Yeah.

JL:

But I haven’t seen anything in retail shops that really promotes ‘this is great for [arthritis]’, and it doesn’t even
have to be for Rheumatoid arthritis, there’s so many other things. I also have carpel tunnel. There’s a lot of
people that have carpel tunnel. So, I haven’t really seen anything that really promotes ‘this helps grip loss’, this
is not the right wording but you know what I mean, ‘easy grip’ or ‘supports limited hand strength’ or something
like that.

NF:

Yeah. It all comes down to material choices there, whether you would have rubber or silicone on the outside. I’d
make sure to test the materials to pick one that doesn’t get boiling hot and burn anyone.

JL:

Yeah, a bit like travel mugs. My favourite is a Greggs’ one, I don’t know why Greggs make such good insulated
cups, but I have never found one better than Greggs, and they’re so easy to hold. I like the idea of the little lip
and the top that can sit up there to stop it sliding.

NF:

Yeah, it’s so that the weight of the mug just rests on the hand, you don’t need to grip anything.

JL:

I like that, and it’s still boiling water, so you’d get a good flavour release better than the [hot water dispenser].
Could you put a wee jug on top of that as well as a mug?

NF:

Yeah. It’s just the mechanism, so I could make any product with the mechanism to match the kettle. So, a hot
water bottle, mug, teapot would all connect.

JL:

That’s so nice. So, I could still boil the kettle, put my jug on, get the jug of hot water and pour that on my frozen
peas so that they boil quicker?

NF:

Yeah. The idea right now is that the jug would have a chip in so the kettle would know what you’re putting on.
You could put the mug on, it would sit on top and it would know, it would realise it’s a mug and fill it up to the
correct level. The same for if you put a teapot or a jug or a hot water bottle.

NF:

Do you think it would be better on a product if it said it was easier to use rather than letting you identify that
yourself?

JL:

I love the hot water bottle because, well I use heat packs now but they’re not as good as hot water bottles, but
that used to be a real struggle.

JL:

Yeah, I think that would be quite good. It would certainly attract my attention, I’d certainly go and look at it.
Instead of having to trawl through and say ‘no’, you know. A lot of the time as well, especially knives and that,
and I can see why, are in sealed packages, so I can’t try the handle. Same with cutlery as well, anything with
a handle. If it’s in a completely sealed unit, I don’t get a feeling for what the texture is so I can say ‘yeah, I’ll be
able to grip that’ or ‘no, that’s not right, that’s just big but it’s not grippy enough’, so a lot of things are sealed
and you can’t really try it out.

NF:

Cool, that’s good to know.

JL:

Yeah, but I like that [the kettle concept].

NF:

Great thanks for that, you’ve said some really useful information.

JL:

Excellent, thank you. Have a good day.

NF:

You too. Talk soon.

NF:

So, in the context of a kettle, would it be good to have packaging that is exposed or for an item like a kettle is
that not as necessary to feel?

JL:

It absolutely is. For example, that’s the right size of handle for me [showing her hold a kettle handle], but see if
that was rubberised, I would feel a lot more secure about holding that. You’ve got to package stuff, but if you
had it is so the handle was sticking out so you could get a feel from that or you had an illustration on it that
showed how easy it was to open the lid then that would be really good because I could try picking it up.

NF:

OK, cool. My concept is basically a kettle that is designed so it would never have to be picked up. It would have
a funnel that can extend a tube out so you could put it under the tap and it would have a mechanism that fills a
mug that you put on top of it [the kettle], would that make life easier if you never have to lift it?

JL:

Say that again, so there’s something that comes out that goes to my tap to fill up?

NF:

Yeah, and then there’s a mechanism with a matching mug where you could stick the mug on top and it could
push water through a device in the bottom of the mug and it would fill up that way. The idea being that you
never have to lift it or pour it and you never have to lift the weight of the water if you don’t want to.

JL:

That sounds quite good actually. You’d have to think very carefully about the shape of the mug, the main thing
with mugs being the size of the handles.

NF:

I think a lot of people, myself included, don’t actually like the handle. I can only fit three fingers through and I
always find it quite awkward to hold it like that [showing how my fingers fit through mug handle]. I was thinking
of having a mug where there’s no handle and you just wrap your hand around it like that [showing me wrapping
both hands around a mug] and maybe there could be a lip that rests on top of the hands.

JL:

Yeah! How would that work with the mug heating up? Would you have an insulator?
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Appendix 8
Interviewees: Kelly Cam, student with arthritis (KC)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 9:00 GMT, 13th December 2020
Conducted via Facebook Messenger video call

NF:

OK. Do you wish that people with arthritis or any kind of disability were taken more into account during the
design process?

KC:

Definitely, because I also struggle with carpel tunnel and all that, so I think they should take into account
people with other disabilities as well.

NF:

Hello, thank you for joining me. I’m just going to ask you a few questions. You told me you had arthritis, what
parts of your body does that affect?

NF:

I agree, hopefully thats something I can change, we’ll see how it goes. What about stigma, do you feel theres a
stigma around having arthritis or anything like that?

KC:

It mostly affects my legs, so my kneecaps and my ankles, my wrists, my elbow, and mostly my hips as well.

KC:

NF:

OK. Does that impact your everyday use of products around the house then?

Um, yeah. No one really mentions it but whenever people used to talk about it, when I was in college and stuff,
people would be like ‘oh, my friend has disability needs’, because they have arthritis and there wouldn’t be
much talk about it other than ‘oh my friends out of work because they have arthritis’ and that’s it.

KC:

Yes. I find it hard to really even use scissors. I cant grip most things and I cant use, like, can openers because it
takes a lot of strength to grip on to stuff and I cant tend to rotate my wrist a lot.

NF:

Would you want there to be more of a conversation then?

NF:

OK, so it’s both grabbing and clamping on to things as well as rotation?

KC:

Yes, definitely.

KC:

Yeah.

NF:

What kind of things could people do or talk about to get that going?

NF:

What about stuff like kitchen appliances, so like kettles and toasters and stuff like that?

KC:

Maybe more campaigns and stuff. More organisations that are more well known to help people, because I don’t
really know many organisations that can help me and I’ve just been helping myself and on the internet.

KC:

Toasters are fine because you just [gestures pressing a toaster button down] and that’s it.

NF:

Just on your own, very self-driven research?

NF:

Just press the spring down and then you’re done?

KC:

Yeah, yeah.

KC:

Yeah and thats it. For kettles, I can’t seem to fill it up while holding on to it, it has to sit on something while I fill it
up and I have to use both my hands to fill it up and move it.

NF:

NF:

Do you know why that is?

OK. Have you used any products that have been easier for you to use, whether they’re in the kitchen or
elsewhere? I know there’s a thing called OXO good grips that are easier to hold, have you found any product like
that, that makes your life easier?

KC:

I feel like its because I lost a lot of grip strength. I was diagnosed with arthritis when I was 4 years old so I feel
like it was fine when I was 10 and then my wrist strength went downhill in my teens. That’s when i had a lot of
pain, because I didn’t know how to deal with it at the time and I wasn’t doing much prevention or anything, or
treatment.

KC:

I’ve found a couple. Its a type of rubber that you put on top of a lid and turn it and its easier because its like non
slip.

NF:

OK, so a rubber surface, because it’s quite grippy, that makes your life easier. Is that because it requires less
strength, i assume, to clamp down on something?

NF:

OK. So for a kettle, the problem would be the gripping and as you fill it, I suppose the weight pulls it down too
much on the wrist?

KC:

Yeah and also I have this method where if I don’t have strength i just use my knife and whack the lid four times
around and it’s easier for me to open.

KC:

Yeah.

NF:

As in you would pierce into it or as in you would just slap it around to spin it.

NF:

Have you looked for any products, kettle or otherwise, that you would be able to use? Is there much on the
market?

KC:

It’s because of the pressure holding it down.

KC:

Not that I have seen. I’ve seen some flimsy ones that don’t have great reviews, or they’re overpriced, like £100
for a kettle.

NF:

Oh for a jar you mean, to break the seal?

KC:

Yeah.

NF:

Ah, OK. I won’t lie, I’ve had to do that a few times too. I’m getting weaker so I’ve had to stab the top of my pasta
jars a few times. [laughs]

KC:

Yeah, same, same! [laughs] There’s other stuff. I got gifted some expensive scissors that didn’t apply much
pressure, which was weird and I lost them, but it was quite helpful.

NF:

So scissors that cut the same but they require less pressure on your end to squeeze them?

KC:

Yeah, yeah.

NF:

OK thats quite cool. Because my project is looking into a kettle, can you tell me the exact parts of a kettle that
causes you the most pain or irritation or trouble?

KC:

Should I grab my kettle to show you?

NF:

£100, thats more than you would pay for kettle?

KC:

Yeah, it just boils water [laughs].

NF:

Fair [laughs]. What kind of price would you pay for a kettle? Say you could get a kettle that completely meets
your needs, it’s easy and painless to use, what’s the most you would pay?

KC:

Like £35 because I’m stingy [laughs].

NF:

[laughs] Fair enough, fair enough. What about mainstream design then, do you feel like you’re being excluded
by mainstream design of kettles?

KC:
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Definitely, definitely.
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NF:

Yeah that would be great if you could just point at stuff.

KC:

So here’s my kettle, it’s very basic, it’s from Tesco. So, I wish there was more support up here [pointing to
handle]. Because you have to have a neutral position or you fuck up your wrist. Whenever I’m holding it, it’s
mostly like this [showing her holding the kettle with her arm going straight down towards the ground from the
handle].

KC:

Fuck yeah, definitely! My grandma has one of those hot water compressors that she has around in her old
house. It was so helpful for me because I didn’t have to use a kettle and i just had to press a button and it would
go down into my cup and it was perfect.

NF:

What is that? Like hot water would just come straight out of the tap?

KC:

Yeah. It would just come out and go exactly into my cup, I didn’t have to lift it or anything. There’s one over the
hob as well, so it goes directly into the hob to the saucepan.

NF:

OK, so you like to have your arm going straight down

KC:

I don’t want it to be like that, but it makes it feel like theres not a such pressure.

NF:

It’s connected to the hob to heat things up and then go out?

NF:

OK, but if you were to hold it with your arm out at 90 degrees that would hurt more.

KC:

Yeah.

KC:

Yeah. I normally fill it up like this [showing her holding the kettle with one hand on the handle and one hand
under the kettle holding the bottom to support the weight].

NF:

That’s good to know, I’m glad that you like the idea because that what I’m working on right now and I’ll be
developing that.

NF:

I’d feel weird putting my hand on the bottom, theres the bit on the bottom that connects to stuff and I’d be
worried about getting tracked.

KC:

It’s good.

KC:

This is basic, this is easy to press [talking about button at the bottom to turn on kettle].

NF:

Anything else stick out as what you would want in a kettle that would be easy for you to use?

NF:

That’s easy for you to push down, OK. Are there any ergonomic changes you’d want? Would making the handle
bigger help or having any indentations for your fingers or anything like that?

KC:

I’m trying to think. I think mostly because the kettle is obviously bulky. If you get smaller ones then i think a lot
of people would still struggle with it.

KC:

You know what, this is hard to press [referencing button on handle that needs to be pressed to open lid].

NF:

The concept behind mine is that the big kettle bit would stay on the table or the countertop and you’d never
have to lift it up.

NF:

What does that do? Is that to open the lid?

KC:

How would you fill it up though?

KC:

Yeah.

NF:

NF:

OK, so you just click that down and it flicks the lid up?

Either connected straight to the mains or I’d work out a way for you to easily carry it. But if I can work out how
to connect it to the main water supply then you’d never have to move it. What about with mugs then, is it easy
to use the handle of a mug or is it difficult to get your hands through?

KC:

Yeah. I also struggle with the ones that you have to pull up from the top.

KC:

NF:

The ones you pull off and lift up?

I normally don’t get my fingers through, I normally just do this [wrapping both hands around either side of a
mug without using the handle].

KC:

The ones you have to pull off. I cant do it, I hate it!

NF:

Would it almost to be easier to get a mug with no handles at all and you can just wrap your hands around?

NF:

Yeah we’ve got one of those, i don’t like it.

KC:

Yeah, yeah, yeah.

KC:

I hate it.

NF:

OK, great.

NF:

Ours has a handle on top and we have to try and avoid the handle while we pull off the lid, its a pain.

KC:

That’s what I do with everything, like, I can’t grip on to stuff or hold it. It’s too sore for me.

KC:

I hate those, they look cool, but they’re not nice to use.

NF:

So everything is a big surface area to get your hands around and under?

NF:

So yeah. It’s the handle, the buttons are alright to use for you, the top bit is a bit fiddly for you, is there anything
else? There’s not much else on a kettle.

KC:

Yeah.

NF:

Cool. Thanks for answering all that, that wraps up all the questions I had.

KC:

Yeah, its just a kettle. [laughs]

KC:

Great, bye.

NF:

So for the action of pouring, would you keep the mug on the table or would you lift it or what is the act of
pouring like?

NF:

Goodbye.

KC:

Yeah.

NF:

OK, thats good to know. Right now, the design I’m looking into is almost like for if you would never have to pick
up the kettle and there would be a mug specifically for this kettle that would connect to the kettle and fill up
from the bottom. Would that make your life easier for you, never having to lift up a kettle?
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Appendix 9
Interviewee: Matt May, Head of Inclusive design at Adobe (MM)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 5:00 GMT, 29th October 2020
Conducted via Skype
NF:

Why is inclusive design important?

MM:

We have built an entire industry on stacks and stacks of assumptions that we have never evaluated whether it
applies to a broad set of people or to a bunch of Cishet white males making six figures in the Bay Area. Some
enquiry into that in some way or another is important and having a system that guides us into that inquiry is
necessary. So that’s the PhD level one, I just spoke to someone who’s doing their bachelors on inclusive design
so I have different levels of how to explain it.

NF:

So how would you go about working out what to do next? For Adobe and their products, what’s the process of
discovering what the issue is now on how to solve it?

MM:

So, we’ve been at this for a long time now and a lot of this has changed from a technical accessibility and
engineering oriented activity to me spinning out into Adobe design and turning it into a design activity and
now into a structural, systemic approach to this where it’s not just a product cycle level thing, but it connects
to our diversity and inclusion efforts, to our hiring processes, all of that has to work synergistically.

NF:
MM:
NF:
MM:

NF:

MM:
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NF:

Okay. So you’d place a lot more value on the actions than the stuff they say and them patting themselves on
the back, I completely understand.

MM:

Yeah!

NF:

How do you think Adobe benefits from inclusive design? What their reasoning to invest into it?

MM:

I’m trying to think, I’m changing from the analytical me to the evangelistic me. [laughs] We recognise from
years and years of doing it a certain way that we are narrowing our audience rather than growing it. By doing
a lot of this work we are realising how much more we have to learn and how much more cross-disciplinary we
can be with it. The research organisation is doing blind-specific research really for the first time, not just as
validating screen reader functionality in testing, but how can blind users be creative. The more research that
they do in that direction, the more really amazing findings they find. We did something about blind people
drawing, we’re just doing the final touches on that research, I think I get the readout on that this afternoon.
So, if we started not thinking about this stuff, that research ‘A’ would never happen because why would blind
people draw, but because we have a researcher who has a PhD in disability studies and is able to work with
participants with the tools that they are using instead of just forcing them through a tight script on how things
are supposed to work. We had 10 participants and only 1 of them actually said “why would blind people draw”.
[laughs] All of them intuitively were like “Yes, I want to play with this, what are we doing here? How can I do
this?”. Because that feeling of creativity, of being able to build things is something that is innate and if we
are just dismissing [them] out of hand then who else are we missing? So that is just one case that’s disability
related and we are talking about our definition is ‘all forms of human difference’. Having a name to it, putting a
name to it and having people that are responsible for casting that wider net is tremendously valuable.

Okay, and you have to make sure its right the way through the company and engrained in their values and
properly shown within the company?
Right.
That’s good. Do you reckon there is a lot of people that just use inclusive design as a buzzword and for
marketing and they don’t use it to the depth that you are trying to do it to?
Oh hell yes! [laughs] There’s a lot, but you can kind of sort them out pretty quickly. In that
you see a blog
post about them being inclusive or you see them touting something that’s inclusive but not designed. The
example that I give is L’Oréal does a campaign with an indigenous model or something like that and it’s a
superficial change that doesn’t actually structurally effect anything but they just love to pat themselves on the
back for having one it. The other one is from a stakeholder perspective where inclusive design means regular
design plus me. That because I, as a marginalised person, was involved in this process that it is therefore
inclusive and there is a tendency to pull the ladder up when they do that so that they are the inclusion in that
particular system because as soon as they try to cast a wider net that the benefits don’t accrue specifically
back to them.
Okay. Interesting, that’s very interesting. Do you think people would see through a
facade versus doing it properly?

company doing it as a

There’s no done and no perfect in this system and so... I think [the question is], is it done earnestly, you know, is
it done genuinely? And the way that you know that that is happening is that they are not shouting it from the
rooftops about how great a job they are doing. The ones that I trust the most are the ones that are like “we are
doing a sucky job at this” [laughs], “we are just finding our way”, “we are just learning about how this all works”.
I think the one company that has really earned a lot of their credibility around inclusive design is Microsoft.
The work that they are doing is much more systemic than cosmetic. It effects how people are compensated. It
effects who is hired. It effects how products are released. They have their hands in all of the subsystems of that
company that actually caused that change to happen. When you have one person that’s like “we’re doing
great”, you know... if a Uber hired an inclusive design person I’d be like “show me what you’ve done”. Hiring is
not the final result. How can you show that you’ve progressed or that you’ve learned or that your organisation
has changed in any meaningful way based on the stuff that is being discussed here?

NF:
MM:

NF:

When you said that you were narrowing your scope earlier what did you mean by that? Was Adobe actively
doing that or by excluding people was that reducing your potential consumer base?
If anytime we assume that we know our users, if we are only thinking about it transactionally, that users
complain to us that they cant do this or that and that “I’m angry and I’m upset and I’m going to leave”, that’s
just kind of reactionary. That’s not even design, that’s defence. You’re not thinking about how to construct a
system, you’re just responding to the symptoms of its failure. But also listening to the most vocal people in our
user voice or on our user forums or whatever else only really reaffirms majority thinking because, surprise, a lot
of those people are Cishet white males and we tend to be pretty loud. We tend to be the ones that are listened
to the most. So when we realise that we are contributing to that inequity then we realise that there are people
that have been dismissed that we need to be much more proactive about their circumstances and their setups
and
how we can help a lot more people over a much larger area be creative using our products.
Is that how to switch it then, instead of being defensive and waiting for negative feedback do you seek out as
many people as you can to find out where the issues may be?

MM:
NF:

Yeah, and finding communities and doing community building and not being afraid anymore to [ask questions].
This I think is probably the biggest change since we started doing an inclusive research process. We now have
people talk about their own identities, we can’t capture medical diagnosis or things like that but if someone
identifies as disabled, we’re finding that information out. If we are asking about something and someone says,
well... the question we like to ask is “is there anything you’d like to tell us about yourself that you think impacts
your using our product, of the product that we’re testing?” and we find in doing that we have an explicit nexus
to the problem instead of doing some qualitative research and we find out some other details and then we
tend to sort it out that way. When people can actually talk about [the fact] that they had a repetitive stress
injury, that they have a pins and needles feeling in their hands or a tremor or they have tunnel vision or they
are red/green colour blind or any of these things that
people are afraid to talk about because [they think]
that means we’re not going to listen to them because we only care about Cishet white males, abled ones even.
We establish a rapport and we get way more information about what it is that we’re doing that can include or
exclude people. Once you make that explicit you get way more information in the system.
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NF:

How do you make those initial connections then to be connected to these individuals?

MM:

This is kind of a function of the diversity of the organisation. Instead of using our employee networks, for
example, to do our work for us, let’s ask the black and blind network what do they think about this. We are
looking to them to connect us with groups that we can partner with and establish relationships with so that we
have a much broader base to work from in terms of recruiting, doing focus groups, doing individual interviews.
I think there’s a better likelihood that’s that’s going to be a representative sample of a larger stakeholder group;
because they are self selecting they will tend to have a diversity of viewpoints within themselves.

NF:
MM:

NF:
MM:

NF:
MM:

Okay, and so you’ve found this approach has worked well so far?
Yeah, it’s been, I think, tremendously successful over the last few years moving towards that approach. Getting
people to know that being an inclusive designer doesn’t mean that you know all the answers, just that you
know where to ask the questions is really important. We tend to treat employees like they should know the
answer to this thing and if they don’t then that’s on them, but this is really more like an evolution, going through
this over a longer period of time, we constantly need new inputs so that we can understand and adapt to what
we find.

MM:

NF:

MM:

Okay, contrary to that then, what have been the biggest issues that you’ve come across either individually or as
a company as you try and include more users in your products?
I feel like I’m over the biggest ones but for me it has been understanding that every stakeholder in the company
has a different perspective and a different motivation and usually everyone thinks they are the centre of the
universe. And so building those networks, the support networks for doing this, and getting people to stick
their necks out individually is a lot harder. You have to get everybody into this one mindset and you can’t do
that by requiring them to do something that ultimately is not in their own interest, you can’t get people to do
things that’s not in their own self interest, especially if they feel they are going to lose their job if they do things
a certain way. So the biggest thing has been bending the reward curve within the system to understand that
people have mortgages and they need to get paid and they will only go so far to advocate for something in a
system where they feel like going too far is going to affect their employability. So, thinking in systems would be
the short answer to that question.
To be more specific, what do you think would make them feel their job is at risk if they listen to you? Would the
product be worse if they took your feedback onboard or how would that work?
So if you’re an engineer and you have to go into a product meetings and say “I’m doing all of these accessibility
items” and they say “well in this sprint that’s not even on the list, why
are you doing that?”, it’s that
kind of stuff that people will rebel against because then they wont look like they are being more productive
than their peers. We don’t have a stacked ranked company, it’s a lot more egalitarian than that but there is
that perception that if you are assigned to doing accessibility work then you are not doing ‘real’ work. That
kind of stuff. It’s the same thing with product managers and having to hit deadlines, we just had our big
annual conference last week and obviously every product needed to be shipped last Tuesday. When they
stop thinking about it as a distraction and they start thinking about it as something that they’re going to get
recognition for, that’s when you start to see progress.

There’s always more work. But I feel like I’m at a higher level than I was. I’m not trying to sell individual people
on doing these things the right way but we have a training program. Everybody in Adobe design has gone
through it. We have protocols for inclusion work among the researchers [and] among the designers, how they
hand off to the engineering teams. We have processes in place for making sure these things are followed. So,
a substantially higher level set of problems, it’s like getting promoted, you haven’t solved anything, you’re just
attacking larger swathes of the problem set at a given time.
Great, that was really interesting. Just to wrap up then, are there any things you are looking forward to doing
that you haven’t been able to do yet, whether that is a technology holdback or something else?
I really want to be sharing a lot more of the techniques and the processes that we’ve done. I think that working
on the actual equity side of things, how people are rewarded for their
contributions to this thing
proportionally, whether or not they are employed, is useful. If I hire a consultant and they given us a 10 million
dollar idea and we pay them 10 thousand dollars... you know... there’s a trap to, we’re going to leverage this
community of people but then were not going to compensate them or bring them into the company in a way
that they’re actually going to share in the rewards for the work that they’ve done. As I said, I think I’ve gone from
here to here [upwards], and as I’m going up further I think that’s going to be the next area that we really need
to think about. So we’re getting further away from practical, down to earth, design-y tasks and into systematic
tasks.
Into the more big picture stuff and bringing people in, that’s great.

NF:

Exactly.

MM:

Brilliant thanks very much for your time. Have a good day.

NF:

Good talking with you.

MM:

Good talking to you.

NF:

I’ll see ya.

MM:

Okay, bye.

NF:

Do you reckon right now the general feeling is still in that distraction mindset or do you feel it’s shifted to a
more progressive mindset?
NF:

I think we’re much more progressive than we were even a couple of years ago in terms of everyone working
together and having a shared set of values.

MM:

Is there still a lot of work to go or is the company quite set now?

NF:
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13.2 - Emails

Appendix 10
Interviewee: Barbara McGregor, volunteer at Versus Arthritis (BM)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 14:00 GMT, 7th January 2021
Conducted via email
BM:

Hi Nick and a Happy New Year to you. Very much hoping for a better year than the last one.
Maureen McAllister forwarded me your e mail concerning your project. Having had Rheumatoid Arthritis
for many years I have experienced particular problems in my hands and my wrists. I was very interested to
see your focus on a useful kettle. It is an essential utensil but one that causes us so many problems. It was
particularly pleasing that in addition to the function of the kettle you also wanted it to look good. So many of
the adapted utensils we have, while very helpful, do look rather awkward and ugly.
The main problems people with hand and wrist problems encounter are lack of strength, difficulty with grip,
pain and mobility of joints.
The weight is important, with and without water. Will we be able to lift it, fill it and pour from it?
Is it easy to open and close the lid for filling? If not, the person may need to fill through the spout - is this
possible? Pouring is a very big problem - it is getting the balance of the tipping point right. So many of the
hand problems come into play at this particular bit. The positioning of the handle can be a big influence here.
The type of handle and the On/Off button are important. How easy is it to flick or push the switch? Is the style
of handle easy to grasp properly? Is the On/Off button large enough for awkward fingers?
Oh and it would be lovely to have something that looks good in the kitchen. My mother, who also had
Rheumatoid arthtirits, had a small kettle which sat in a contraption which took the weight so she just tipped it
to pour. Someone else filled it for her but she still had difficulty. And it certainly didn’t look good.
Nick I don’t know if any of the above has been of any use but do let me know if I can be of help.
I very much appreciate the work you are doing on this. Very often it is only once you have problems that you
actually appreciate the difficulties faced by people. Even after all these years, I am still amazed how many
things I have to check I can operate before I buy a new appliance (whether it is something big like a washing
machine or something smaller such as a hairdryer or iron).
Kind Regards and all the best
Barbara
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Appendix 11
Interviewee: Barbara McGregor, volunteer at Versus Arthritis (BM)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 17:24 GMT, 26th January 2021
Conducted via email
BM:

NF:

Hi Barbara,
Thanks for getting back to me, I’m glad you like the look of it. Currently there is no on off switch as
it would be activated by putting a mug on the mechanism and would stop after it automatically fills
the mug to a certain level. I am considering a version with a spout, in which case an on/off switch
would have to be added.

Hi Nick

Its good to hear that you think the filling mechanism would be of use. The kettle would hold the
same amount of water as normal kettles (1.5-2 litres), but the size on the countertop is slightly smaller as it is designed to be shorter than regular kettles and the pop-out handles take up less space.

Thanks for sending this through following our earlier conversation. What an interesting concept and so different from anything I’ve ever seen before.
A few initial thoughts.

The additional containers are yet to be designed, but these will have the same design style as the
kettle and an equal focus on usability. Hopefully I can get in the workshop this year to make physical version to see if it really is easier to feel about and operate!

The kettle is very pleasing to look at (I imagine it can be produced in some lovely colours). In fact, the design
itself is quite tactile.

I’m glad to hear you would consider it, out of interest how much is the most you would be willing to
pay? I have to include pricing in the business section of my report and I’m going back and forth on
how much people would pay for a kettle that does something nothing else on the market (that i can
find) does, so it would be interesting to hear your opinion.

I wonder if I have missed the On/Off Switch?
I thought the filling concept quite ingenious and could see how this would work for people who have difficulty
lifting items. (It made me think about people who have taps which work in a similar way although the pull out
tap is seldom long enough to reach the kettle).

Thanks for taking the time to give feedback,
Nick

Would I be right in thinking it is likely to be a relatively small kettle (or will it hold a standard amount of water?)
I note a range of specific containers would be produced to accompany the kettle. The range and design of
these will be interesting and relevant.
You mention its use for people with visual impairments due to colouring used. I imagine the style of the kettle
itself would benefit people with visual impairments - also the avoidance of having to pour boiling water!
It’s not possible to say at this stage how easy it would be for someone with hand problems to turn the lid or
click or hold the handles but I do think the fluted lid as shown could be of benefit - easier to grip. Also having
two handles should make it easier if it is filled under the tap.
You ask if I would consider using a kettle such as this. I think if I was living on my own (didn’t have my husband
to rely on) and my hands and wrists were very bad, I would certainly consider it. It may depend on the cost but
saying that, if we can get something that meets our needs (looks good, is functional and gives us independence) it may be money well spent.
I very much look forward to seeing how you get on with this - so much thought has gone into its design.
All the best
Barbara

Barbara

BM:

Hi Nick
That makes sense about the on/off switch. So many things seem to be automatic these days.
I was interested in the possibility of including a spout of some sort as I can see that would mean the
kettle will have additional functions (also I know of people who insist on emptying the kettle before
refilling it every time they use it so a spout would useful for this purpose). Do you think it would be
useful to have a gauge showing the level of water in the kettle at any given time? I would hate to
take away from your nice lines of the kettle but it is useful.
Cost is quite a difficult thing and I suspect what we are prepared to pay varies greatly depending
on our circumstances at the time. When I last looked for a kettle, I was surprised at the vast range
of cost between them (seemed to range between £40 to £150 with some even higher). In the end I
ignored the cost and concentrated firstly on one which would be the most suitable for me and then
on how it looked (ended up with a mid-range one) . Because your kettle is a speciality kettle and
needs to have some additions (mug, jug etc) and assuming I felt it would be of great benefit to me, I
would consider paying up to £200 (ideally less but .....).
It is possible to justify spending more on the kettle because it would make life much easier and also
many other things such as coffee makers or food processors cost a lot. Is it likely to get government support to make it affordable for all?
I did see one kettle for £500 and while it was very pretty, it did just boil water in the conventional
way. I suspect people would buy it for the brand name.
Not sure if that helps much or is way out of line with what others have said.
Very much hope you manage to get into the University to do your practical work.
Regards
Barbara
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Appendix 12
Interviewee: Cameron Falcus, Business graduate (CF)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 22:41 GMT, 26th January 2021
Conducted via email (voice recording)

Appendix 13
Interviewee: Helen Smith, person with osteoarthritis and registered partially blind (HS)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 9:21 GMT, 22 December 2020
Conducted via email

CF:

HS:
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Hello. I’m very, very impressed with your business plan. I Really like it, I like the first half a lot, I like the way you
explain It, I like the way you give reasons for doing something, not doing something. Yeah, I think it’s really
good. I think the notes I put should be alright. They should be good, if you have any questions obviously let me
know.
So for, in my opinion, as it goes on it gets, I wouldn’t say weaker but it becomes less thorough. I know you
obviously have a word count and stuff like that but, I think when it comes to marketing and marketing the
product to the target market and what it is, I think that you need to reevaluate the ways that you’re going to do
it.
What I would say is, you need to look at not just, its easy to say ‘I’m going to put it online’ or ‘I’m going to put it
on this’, but, I would also say that you sort of need to explain it a little bit more. So, you’ve got direct marketing,
you have indirect marketing. So, direct is kind of emailing people and actually physically approaching people,
so one thing I would maybe say would be a good idea would be… I initially thought care homes but the people
who are using the kettle in a care home isn’t the elderly people. You could maybe say you could email care
homes in this area but, obviously they won’t particularly using it, unless they obviously aren’t. Or you could,
like the thing is, elderly people, obviously this is assuming, you will have to have facts, that elderly people are
sort of less likely to be on the internet and stuff like that. So how are you going to sell them the product? So you
could sell the product through their family, or even advertise it on daily TV, or something like that. Even if you
are not to say something like that then you’ll need to like, say reasons why you won’t use this type of marketing,
or say why you’re using it. So you had for the methodology for earlier about why you did this for the product
and why you didn’t do this, you need to do the exact same for how you’re going to advertise it and market it.
Other than that, it’s a really, really good thing, better than anything I could write. Very impressed mate, hope
this finds you well. Hopefully its all good and ill speak to you about it later.

Hi Nick
Maureen McAlister has sent me your e-mail. I only have osteoarthritis and it is in my hands so there is a problem
with lifting stuff. My main problem is that I am registered partially sighted and have over this past year lost the
sight in my right eye due to a cataract that they will not operate on as the sight was so poor in the first place. I
should also say that I live in the Dundee area.
This has really caused me problems and I can no longer work with a kettle as I cannot see pouring from right to
left and this means that I miss cups and have twice burned myself. I now have a Breville water boiler where all
I have to do is place a cup under the spout and it puts out a measured amount of boiling water. Its problem is
that it needs filled and is quite heavy. It is much safer for me but I did struggle to find it and I think in the end I
got it from Amazon but Argos do have them as well.
Anything that would help with dealing with a kettle would be great as I am sure I am not alone in having a
problem. I have had sight problems since birth so do not know normal sight which makes it difficult for me to
give you a full answer as my normal is not the same as other people.
I hope this is of some help if you want to get in touch again please do not hesitate and I will see what I can do
to help you.
Hope you have a good Christmas and best wishes
Helen (Smith)
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Appendix 14
Interviewee: Nadine Harrison (NH)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 16:30 GMT, 6th January 2021
Conducted via email
NF:

NH:

Hi Nadine, I hope you’ve enjoyed the holidays. I’m reaching to ask a follow up question to the answers you
submitted for my dissertation questionnaire on kitchen appliances. I was wondering if you could elaborate on
why you would be hesitant to buy a product if it was exclusively aimed at elderly or disabled users?
Thanks, Nick
Hi Nick. The reason is that I don’t feel my own needs would be necessarily best met by such a targeted appliance
as I don’t rate myself as either disabled or elderly. I suppose that suggests that I think such items would be
simplified or otherwise adapted in a way which might result in them [not] having the most up to date/ efficient/
‘best’ features. For instance, I would not want a large face phone, or an especially simple mobile phone. Ditto
washing machines etc. I have recently bought a kettle which allows me to adjust the cut off temperature so that
my coffee is not made bitter by 100 degrees water- I doubt it would be considered suitable for someone aged 70
like me.
This makes me think that appliances should all be at a standard that anyone could use and that the concept of
designs for the elderly for instance is somewhat patronising. (Officially ‘elderly’ should be used for over 75 year
olds but within that group you will have people who are very frail and unable to cope alone and very fit capable of
physical and mental agility- I think chronological age is a very poor indicator of function) .
Adaptations for people with disabilities is a different matter and maybe that would be the best approach
adaptation for the specific disability of the operator. Again, I would prefer that there was a common high
standard for all appliances with adaptations as required.

Appendix 15
Interviewee:Sanna Khan (SK)
Interviewer: Nicholas Fitzpatrick (NF)
Date and time: 17:50 GMT, 26th January 2021
Conducted via email
SK:

I hope I’ve understood the motive of this properly.
some advantages: the funnel diminishes weight bearing which is essential as the elderly are likely to develop
osteoporosis with age. The timer benefits most disabilities as people with learning disabilities lose short term
memory, also beneficial for dementia people as they also have short term memory. The light makes this product easy to see in the dark and dementia individuals tend to forget their glasses etc so cannot see. the handles
look wide and are a different colour from the base, this makes it easy to lift and move. the variety of colours
also aid colour blind people.
Some disadvantages: Is there a way the the water will stop filling automatically when it reaches the full point?
as the elderly especially will probably forget and the overpowering can cause burns. the matching bottom fill
mechanism can be complicated as finding the matching part can be too difficult.
Overall, the design will benefit people with learning disabilities as it includes safety measures such as automatic filling, variety of coulours. the elderly will take from lack of weight bearing, visible timer and the light. I do feel
that the deign can potentially be too complicated for disabled people.
Let me know if you need anything else or if you want me to elaborate on anything.
Hope this helped.

Hope this helps. Happy to discuss.
Best wishes
Nadine
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Appendix 16
Hot water dispenser analysis

13.3 - Primary analysis

Nevis hot water dispenser
Available at: https://www.proidee.co.uk/?P=200229865
Price: £87.95

Hot water dispensers do not produce water as hot as kettles, dispensing water that is around 5°C colder. They can also
only dispense small quantities of water at a time, meaning they cannot fill larger items like teapots or hot water bottles.
The container that holds the water needs to be lifted to the tap to be filled, but the container is unergonomic and very
difficult to hold as the handle is small and sharp. There is not enough space to get a secure grip, especially for hands with
arthritis as they could be unable to fully close. The connection method also requires precision, making it even more inaccessible to EADP.
Hot water dispensers are very bulky, taking up a lot of physical room but also making spaces look visually crowded. This
could make a kitchen feel cramped, especially if the kitchen is already small.
The space for objects to go under the dispenser is small, meaning you can only put a regular sized cup or mug under it,
limiting the options on what you can fill.
Controls are often complicated and unintuitive, with far too many settings and options that are unnecessary.
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Appendix 17
Kettle tipper analysis

“Wire Frame Kettle Tipper”
Available at: https://www.essentialaids.com/kitchen-aids-feeding-aids/kettle-tippers-teapots/wire-frame-kettle-tipper.html
£17.99

“Derby kettle and teapot tipper”
Available at: https://www.essentialaids.com/kitchen-aids-feeding-aids/kettle-tippers-teapots/derby-kettle-teapot-tipper-2860.html
£28.99

Analysis:
The thin wires do not look strong or give the impression of sturdiness. This will make users worry about the quality of the
device and how safe it is when pouring boiling water. The lack of trust the design gives off is bad design for a product that
is supposed to aid and comfort users when dealing with a dangerous material (boiling water).
Analysis:
The base takes up a lot of countertop space. This may be a problem for those with small kitchens. The bulky design means
it’s hard to miss and it comes across as an eyesore.
The part the mug sits on is flat and does not seem to have a purpose, it would make much more sense to have a recessed
area for mug to sit in so that it cannot be knocked over. This unnecessary part almost doubles the countertop space the
product takes up.
The colour is cream but looks like an yellowish off-white, this looks cheap and rather ugly. This colour choice will also get
dirty much quicker and the plastic may stain yellow permanently with age, making it even more unappealing as time goes
on.

As the tipper has been designed by a different company to the kettle, the styling between the two objects clash. The kettle’s reflective metal and black base do not match the white tipper whatsoever, resulting in a clumsy, cluttered mess of an
object.
The way the user has to move the strap to take the kettle of the base looks like an awkward routine, adding extra steps and
requiring more time.
This photo demonstrates someone with a strong wrist lifting the kettle off the base, but it is unlikely that they would have
the ability to do that if they needed assistance with pouring.
This product seems extremely stigmatising, clearly highlighting that the user has to use an extra product to use a kettle,

The small lips and edges add extra complications for cleaning. Same for the gaps under the main section, which will get
dusty and dirty and will be difficult to get sponges or cloths to.
The device itself seems very stigmatising. It is not elegant at all and is clearly a quick fix to one problem without improving
the overall kettle experience, possibly even worsening the experience for some.
It may solve the tipping problem somewhat, but it does not address the problem of filling the kettle. If a user is unable to
safely pour a kettle, they will certainly not be able to lift it, fill it, and carry it back to this device.
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“Universal kettle tipper”

Appendix 18
Mainstream kettle analysis

Available at: https://blog.nrshealthcare.co.uk/eating-drinking-aids/drink-preparation/universal-kettle-tipper
£19.95

Kettle 1 - Russell Hobbs Colour Plus kettle

Water level indicator
It’s hard to see how full the kettle is. The transparent section is extremely thin and the handle is directly in line with it, blocking the view if you look at it straight on. This means you have to look past the handle at an angle, but this then makes it
hard to read the numbers as they are small and on a curve. The handle also casts a shadow over this section, making the
printed markings for water levels very hard to read.

The product is so unattractive that there is no reason for someone to use it unless they absolutely have to, leading to the
stigmitisation of the product.
The strap that holds the kettle in place would require precision and dexterity to fix, something someone in need of a kettle
tipper would likely not have.
While this longer handle will give more leverage, it still requires someone to grip a device and lift weight, offering minimal
functionality benefits to EADP.
The base looks very bulky, both in terms of taking up space on the countertop and visually, because of the thick legs.

Button
The button to turn it on and off is very underwhelming to press, there is no click and it does not provide any feedback to
the touch to reassure you that it has been pressed. If the person using it was blind, they would not be able to tell if it had
been properly turned on or not as they cannot see it light up, hear it click, or feel the switch register a press.

The overly complicated parts on the base look very difficult to clean. This, coupled with the white plastic in a kitchen environment that will likely be messy, will likely lead to the product looking very dirty after a few uses.
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Lid
The lid is awkward to open, it requires the user to pull a spring-loaded part backwards and then lift the lid up. The space
to grab the part to pull back is quite small, and requires precision that elderly people or people with arthritis may not have.
The motion to open it requires scrunching up your hand into a fist, bending the knuckle and finger joints, a large number
of people with arthritis will be completely unable to do this. When the lid is fully open, it opens at an angle of about 70
degrees, leaving an adequate amount of room for me to fill up. The gap to put water in is a semicircle 8cm wide and 4cm
deep, and while I managed to fill it up, this may not be enough for those with unsteady hands.

Kettle 2 – Tesco TK12 kettle

Water level indicator
The water level indicator is on the back of the kettle and unobstructed. The translucent space is relatively small, and could
pose problems to people with poor eyesight. The printed icons showing how many cups the water can fill are small and
black, which can be very difficult to see at arm’s length and completely impossible to see in lower light conditions.
Handle
The vertical handle is nice to hold, with plenty of space for my hand to grip it. The angle of the handle does not put any
stress on my wrist when holding it (when empty). The weight of the kettle when filled will likely be too much for anyone
with weak hands or wrists, or any dexterity issues.

Button
The button to turn it on and off has good resistance and firmly clicks into place when pressed. The button sticks out
around two centimetres, but it is a very thin cylinder, so you have to be accurate when trying to touch it. This could be very
tricky for people with dexterity issues as it’s a small target and the cylinder shape makes it easy for a finger to slip off.
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Handle
The handle goes over the top of the kettle. This fine for holding the weight of the kettle when transporting it, but it is harder
to pour than a vertical handle. When your hand is on a handle on the top of the kettle, you have to put extra effort into poring the kettle, as the weight naturally balances it upright, this puts particular stress on the wrist, and as a result would be
very problematic with weak wrists or grip strength.

Appendix 19
Analysis of Ucello Kettle
Analysis conducted by observing how a 60 year old male (PF) interacts and operates the Ucello kettle
combined with my own analysis of the Ucello kettle
Analysis conducted 26 December 2020
Wire
The position of where the wire attached to the kettle immediately stuck out to both me and PF. The wire is mounted to a
block on a raised part of the base, causing the wire to hang off the kettle base and hang above the counter when plugged
in to the outlet. This looked cheap and messy and instantly brought down the appeal of the product. It also raises safety
concerns as a hanging wire across a counter could get caught on something, especially in a kitchen context where items
will be moved about around the kettle. PF also felt that the wire was too short, saying the wire length limited where he
could place the kettle.
Button
The button was in an unusual and unintuitive position. The button was also vertically mounted which meant you had to
push sideways rather than down, which is noticeably harder, especially for EADP.

Lid
The lid is very difficult to take off. The handle wraps over the lid, and the lid needs to be taken out vertically by grasping
a small, spherical handle. The space between the top of the lid and the handle was so small I couldn’t get my hand into it,
and I was awkwardly trying to grasp the lid’s handle up and around the kettle handle. It was made even tougher as the lid is
held in place very securely, requiring a lot of force to pry it out of its closed position. This was a struggle for me, someone
with strong grip and full dexterity, so I would imagine it would be near impossible for someone with poor grip strength or
dexterity.

Handle
The handle was too small for both my hand and PF’s hand. While it was comfortable to grip and wrap my fingers around,
the handle was too short, and my pinky finger would constantly slip off the end. This made both me and PF uneasy and
not very confident in holding the full weight of the kettle on just three fingers. I imagine this would be even more unnerving
if the user had arthritis or a similar disability as they would not generate enough grip strength to hold the weight with just
3 fingers. This may be intentionally designed for elderly hands (normally smaller), but it completely excludes people with
larger hands.
Spout
The spout is a fantastic spout with a perfect pour. It maintained a consistent pour that never dripped in unexpected places
and water never spilt downside of kettle. The spout gave me confidence that the water would go where I aimed it.
Lid
The lid popped up extremely quickly, often hitting my hand when I pressed it open. This was not much of an issue for me,
but it could annoy or frighten some users. If a user had autism or a similar sensory issue, this could cause particular distress. The spring seemed to be made of thin wire, which may not be very durable after repeated compression as well as the
constant changing of temperatures from within a kettle.
Opening
The opening was a very small opening which did not offer much room for error. This could cause issues if the user has a
shaky hand as the flow of water from the tap will likely miss the opening of the kettle if the kettle isn’t held still.
Base
The base design features a curved bottom with gaps on the bottom showing, this made me concerned that it would rock
or tip over. Upon closer inspection, this curved piece did not actually support the base, but instead 4 tiny legs supported it.
These rubber legs only had a few millimetres of contact with the countertop, and as a result it was easy to move and knock
the kettle around. This did not make me trust the product, and I feared accidentally knocking over hot water. The base is
also far lighter than the filled kettle that sits above it, so it was very top-heavy and easy to knock over, a very concerning
failing of the design.
Build quality
The build quality felt poor. Cheap plastic was the only material that I came into contact with, and it seemed like it would
scratch easily. The kettle also creaked when different parts were held, which further reduced trust.
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Putting the kettle on the base
The kettle base is irregularly high to accommodate the tipping mechanism. As a result, the kettle has to be lifted well above
the surface the base is on to be able to put the kettle back on the base. This caused PF some trouble, but it is worth noting
that PF is 6’0 tall with no impairment to strength or dexterity. The extra height the kettle must be raised also put strain on
PF’s shoulder, something a regular kettle does not. A shorter or weaker user could face significant trouble in raising the
kettle high enough to get it back on the base. It was clear that the Ucello kettle took far more strength to place back on the
base than a regular kettle, with shoulders, forearms, wrists, and biceps all being used to accurately put the base on, while
mainstream kettles only require forearm, some bicep, and wrist strength.
The design of the kettle forces the user into more movement than a regular kettle. Because the kettle must be placed sideways on the base, the handle is always facing at 90 degrees to the front of the counter the kettle is placed on. As the user
is right-handed, and the tap he filled the kettle up at is far to the left of where the kettle base was positioned, he had to
walk beyond the kettle base, pivot back around, and then place the Ucello kettle onto the base. This extra movement could
be problematic for those with mobility issues or those with disabilities that effect their spine or legs.
Counter space
The Ucello also forces you to use lots of counter space as it needs to be placed side on and with a space for the mug you
wish to pour in. This could be problematic for those with limited countertop space.
Concept of whole product
Both me and PF were confused about the market for the product, as although the pouring experience improved, most
other aspects of a kettle took a step backwards compared to mainstream kettles. If the target user for the Ucello kettle is
someone who is unable to pour a kettle, then that target user will likely be unable to lift the kettle off the base to fill it or
place it back down. PF said they would return the product as it did not solve any of their problems and actually made the
process of boiling water in a kettle harder.
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Appendix 20
The Value Proposition Canvas
Reference: Stratgyzer (2020).
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Appendix 21
Analysis of websites targeting EADP

Arthritis Supplies
https://www.arthritissupplies.com/

The homepage is very old-fashioned website design styling, with very clunky blocks of different information. There are
multiple logo’s along the top of the webpage, making the branding somewhat confusing. The website is ‘ArthritisSupplies’
but there are multiple references to ‘WrightStuff’. The images zoom in when a mouse hovers over them, coming across as a
cheap and outdated stylistic choice that makes the website, and therefore the products being sold, feel old and undesirable.

After selecting the “In the kitchen” section, the website shows another large block of unnecessary writing. This makes
navigating the website feel like a lot of effort, and puts me off buying a product. After going through the text, there is a
scroll wheel of images linking you to further subsections. This is taking a lot of time and numerous clicks to get to a list of
products that could interest the customer, both of which increase the likelihood of the customer abandoning the purchase.

The product display page does not show the product at it’s best, with photos of the product that are dull and in an unusual
aspect ratio. The aspect ratio makes it seem like the products were photographed years ago, and puts me off buying it as I
want a new product, not something that has not improved for decades.

At the bottom of the homepage there is an overwhelming amount of text, far more than is needed. The text mostly explains
what they do and why the customer would shop for arthritis aids, but it seems rather unnecessary. By the time the customer is on this site, they are already looking for an arthritis aid, so the website should be pushing them towards a particular
item, not simply telling the user why they are on the website.

135

136

Manage at home
https://www.manageathome.co.uk/

NRS Healthcare
https://www.nrshealthcare.co.uk/

The name alone sums up a common problem with designs for disability; There’s a very negative tone with no ambition or
enjoyment. The use of the word ‘manage’ immediately sets low expectation, preparing for simply manage a problem rather
than adding value or enjoyment.

The website overloads the user information on the home screen. The colour choice is odd, with a dark blue header with
black text clashing with a green menu and black status bar, then grey banner with more information before getting to the
white background of the website with photos and a blue menu on the side. None of it is cohesive and there is no hierarchy
of what information is more important, leaving the viewer to be overwhelmed with a mix of colours and text with no clear
route to follow.

This website is more modern in appearance, which is refreshing compare to more dated designs. Immediately, there is a
large pop-up with a discount offer, this is subjective to the viewer on whether this entices them to look further or if it is
invasive or annoying. There is a lot of information along the top, with a lot of screen space being taken up by logos, search
bars, phone numbers, and titles.

There were too many products displayed in each section, in the “eating and drinking aids” section I scrolled through a list
of 259 items. This is far too many products too choose from, and it overloads the viewer with too many choices. A certain
amount of choice is good, but if you give the user too much choice they could get confused or overwhelmed and leave the
website, losing any potential sales.

After going through a kitchen submenu and selecting kettle tippers, you are presented a clear list of the kettle tippers on
offer. This list clearly shows a photo of the product with a title and brief description of what it is. There is also a clearly displayed price and button to learn more.

The product page highlights key features which is helpful to quickly see if it’s what I’m looking for. There is not an overload
of information and it clearly shows the price with a large button to add to basket.
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Complete care shop
https://www.completecareshop.co.uk/

Appendix 22
Selected questionnaire results

The homepage is immediately filled with text. The endless list of options down the left side are tedious to look through and
the large block of text in the middle makes shopping feel like a chore.

After selecting kitchen aids, you are given another long list of options which is unpleasant to read through. After selecting
kettle tippers, a list of options was presented. This list was easier to navigate as there were photos to glance at, but there
was still too much text on screen, overcomplicating the page.

The product page is slightly less crowded, resulting in an easier to navigate page. The key points are given in bullet points
and the price and add to basket button are clearly displayed next to a photo of the product.
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When did you last buy an appliance?

What is your age?

Responses:

Responses:

3-6 months ago
Over a year ago
Over a year ago
Within 3 months
Within 3 months
3-6 months ago
Over a year ago
Within 3 months
Over a year ago
Over a year ago
Within 3 months
7-12 months ago
Over a year ago
7-12 months ago
Over a year ago
Over a year ago
7-12 months ago
Over a year ago
Over a year ago
Over a year ago
Over a year ago
7-12 months ago
Over a year ago
3-6 months ago
Over a year ago
Within 3 months
7-12 months ago
Within 3 months
Within 3 months
7-12 months ago
Over a year ago
Within 3 months
3-6 months ago

45-64
45-64
50-64
65-74
65-74
50-64
50-64
50-64
50-64
65-74
50-64
25-49
50-64
50-64
25-49
25-49
25-49
75-84
75-84
50-64
75-84
50-64
50-64
65-74
65-74
50-64
65-74
25-49
50-64
25-49
75-84
65-74
50-64
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What’s the most you would be willing to spend on a
new kettle that meets all your needs?
Responses:
Under £15
£50-£79
£30-£49
£30-£49
£30-£49
£15-£29
£30-£49
£15-£29
Under £15
£15-£29
£30-£49
£30-£49
£50-£79
£30-£49
£30-£49
£15-£29
£30-£49
£50-£79
£30-£49
£50-£79
£15-£29
£15-£29
£15-£29
£15-£29
£30-£49
£80-£99
£50-£79
£80-£99
£30-£49
£30-£49
£30-£49
£15-£29
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Would you be hesitant to buy a product if it was exclusively aimed at elderly or disabled users?
Responses:
Yes
Yes
Yes
No
No
No
Yes
No
No
No
No
No
Yes
No
Yes
No
No
No
No
No
No
No
No
No
No
Yes
Yes
No
No
Yes
No
No
Yes

144

When you next buy an appliance, would you be more likely to buy a product with design features to meet your
future needs (such as reduced vision or strength)?
Responses:
Yes
Yes
No
Yes
Yes
No
No
No
Yes
Yes
Yes
No
Yes
Yes
Yes
No
No
Yes
Yes
Yes
Yes
No
Yes
Yes
Yes
Yes
Yes
Yes
No
Yes
Yes
Yes
Yes
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Would a poor retail experience stop you from buying a product?
Responses:
No
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
No
Yes
Yes
Yes
Yes
No
Yes
Yes
Yes
Yes
Yes
Yes
No
Yes
Yes
No
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
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Would you buy a kitchen appliance online?

Would not being able to touch the product before buying it reduce the likelihood of you purchasing it?

Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
No
Yes
Yes
Yes
Yes
No
Yes
No
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
No

Yes
No
No
No
No
No
Yes
No
Yes
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
No
Yes
No
No
No
No
No
Yes
Yes
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Select the three appliances you use most often.
Responses:
Kettle, Hand mixer, Nespresso machine/coffee maker
Kettle, Toaster, Microwave
Kettle, Toaster, Hand mixer
Kettle, Toaster, Microwave
Kettle, Microwave, Slow cooker or rice cooker
Kettle, Toaster, Hand mixer
Kettle, Microwave, Hand mixer
Kettle, Toaster, Microwave
Kettle, Toaster
Kettle, Microwave, Hand mixer
Kettle, Toaster, Microwave
Toaster, dishwasher and cooker
Kettle, Toaster, Microwave
Toaster, Food processor
Kettle, Toaster, Microwave
Kettle, Toaster, Slow cooker or rice cooker
Kettle, Microwave, Slow cooker or rice cooker
Kettle, Toaster, Microwave
Kettle, Microwave, Food processor
Kettle, Coffee machine, cooker
Kettle, Microwave, Food processor
Kettle, Microwave, Hand mixer
Kettle, Toaster, Microwave
Kettle, Microwave, Blender or smoothie maker
Kettle, Microwave, Hand mixer
Kettle, Toaster, Coffee machine
Kettle, Toaster, Microwave
Kettle, Toaster, Microwave
Kettle, Toaster, Coffee machine
Kettle, Toaster, Food processor, Coffee machine
Kettle, Toaster, Microwave
Toaster, Microwave, Coffee machine
Kettle, Toaster, Microwave
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